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Retailers  test  gadgets  that  help  shoppers  find  what 
they  need  but  require  lots  of  IT  integration.  PAGE  9 
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Clockwise  from  top:  John  Haltom,  Erlanger  Health  System;  Thomas 
Dunkerley,  The  Seattle  Times;  Charles  Goodall,  GlaxoSmithKline 

VoIP  Goes 
Mainstream 

Voice-over-IP  isn’t  cheap  or  easy, 

"  itothe 


but  companies  are  diving  into  me 
technology  in  a  big  way  We  profile 
five  users  who  say  the  benefits 
definitely  outweigh  the  costs.  Page  29 


©ONLINE:  Get  VoIP  data  and  case  studies  as 

downloadable  PowerPoint  slides.  QuickLink  a531Q 
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Oracle  Rivals  Must  Wait 
To  Win  PeopleSoft  Users 


Microsoft  and  SAP  push  for  ERP  migrations, 
but  IT  managers  say  they’re  locked  into  apps 


BY  MARC  L.  SONGINI 

Competitors  may  be  circling 
the  PeopleSoft  customer  base 
like  hungry  sharks,  but  users 
agree  that  even  those  compa¬ 
nies  that  want  to  abandon  new 
owner  Oracle  Corp.  face 
rough  seas. 

Last  week,  Microsoft 
Corp.  launched  an  out¬ 
reach  program  aimed  at 
convincing  users  of  Peo¬ 
pleSoft  Inc.’s  software  to 
switch  to  its  ERP  and  CRM 
applications.  Microsoft’s  pro¬ 
gram  includes  financial  incen¬ 
tives  and  consulting  services. 

Other  vendors  said  they 
haven’t  started  formal  migra¬ 


tion  programs,  but  users  re¬ 
port  that  some  are  aggressively 
courting  them.  For  example,  an 
SAP  AG  spokesman  said  that 
his  company  has  reached  out 
to  PeopleSoft  users  ever  since 
Oracle  announced  its  in¬ 
tention  to  buy  the  firm 
in  June  2003. 

In  an  informal  poll  of 
II  PeopleSoft  customers, 
four  of  them  said  they 
would  consider  migrat¬ 
ing  to  another  vendor.  For 
many  users,  the  decision  de¬ 
pends  on  whether  Oracle  can 
deliver  on  its  promise  to  sup¬ 
port  and  upgrade  PeopleSoft’s 
World,  EnterpriseOne  and  En¬ 


terprise  software  lines. 

PeopleSoft  user  Fred  Pond, 
director  of  information  ser¬ 
vices  at  Schnitzer  Steel  Indus¬ 
tries  Inc.  in  Portland,  Ore., 
said  he  will  be  closely  watch¬ 
ing  Oracle’s  actions  over  the 
coming  months.  But  he  ac¬ 
knowledged  that  even  a  deci¬ 
sion  to  change  would  lead  to  a 
long  conversion  process. 

If  concerns  arise  over  the 
next  18  months,  Schnitzer  will 
first  assemble  a  team  to  con- 
PeopleSoft,  page  43 


DHL  Program 
Seeks  to  Hold 
On  to  IT  Staff 


Hack  Exposes 
Lax  Security 
In  Academia 

IT  managers  push  for 
tighter  data  controls 

BY  JAIKUMAR  VIJAYAN 

George  Mason  University  said 
last  week  that  information 
about  more  than  30,000  of  its 
students  and  employees  had 
been  compromised,  a  disclo¬ 
sure  that  served  as  yet  another 
reminder  of  the  difficulty  of 
securing  university  networks. 

Officials  at  George  Mason 
said  unidentified  hackers  had 
breached  the  Fairfax,  Va. -based 


school’s  main  ID  server  and 
gained  access  to  the  names, 
photos  and  Social  Security 
numbers  of  about  28,000  stu¬ 
dents  and  4,000  staffers.  The 
intrusion  was  discovered  dur¬ 
ing  a  routine  review  of  system 
files  on  Jan.  2  and  may  have 
occurred  as  far  back  as  No¬ 
vember,  according  to  a  spokes¬ 
man  for  George  Mason. 

“It  appears  that  the  hackers 
were  looking  for  access  to  oth¬ 
er  campus  systems  rather  than 
specific  data,”  Joy  Hughes,  the 
Academia,  page  12 


Courier  plans  perks  to 
reward,  keep  workers 

BY  THOMAS  HOFFMAN 

In  a  move  reminiscent  of  the 
aggressive  IT  employee  reten¬ 
tion  strategies  that  were  com¬ 
mon  during  the  dot-com  boom, 
DHL  is  launching  a  personal¬ 
ized  rewards  and  recognition 
program  for  its  1,200  U.S.  IT 
workers,  executives  at  the  ex¬ 
press  delivery  company  said 
last  week. 

While  IT  management  ex¬ 
perts  said  that  DHL’s  so-called 
“carrot  a  day”  philosophy  isn’t 
unique,  it  does  represent  the 
first  proactive  and  notable  IT 
worker  recognition  effort  they 
have  witnessed  since  the  tech¬ 
nology  bubble  burst  in  2000. 

DHL,  page  43 
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Microsoft 


"We  have  3,000  PCs  based  everywhere  from 
Argentina  to  Vietnam,  and  now  our  team  can 
update  them  all  from  headquarters." 

Viktor  Portmann 

Project  Manager,  Department  of  Foreign  Affairs,  Switzerland 


Microsoft  Windows  Server  System  makes  it  easier  for 
Switzerland's  Federal  Department  of  Foreign  Affairs 
(DFA)  to  manage  the  infrastructure  serving  their 
embassies  and  consulates  in  156  countries.  Here's 
how:  By  using  Systems  Management  Server  2003 
and  Microsoft  Operations  Manager  2005,  DFA  can 
automatically  update  its  500  remote  servers  from  a 
central  location,  saving  over  $600,000  in  travel 
expenses  alone  in  the  past  year.  They've  also  been 
able  to  reduce  the  time  and  cost  of  maintenance, 
boost  user  productivity,  and  find  the  time  to  better 
prepare  for  expansion.  Software  that's  easier  to 
manage  is  software  that  helps  you  do  more  with 
less.  To  get  the  full  DFA  story  or  to  find  a  Microsoft 
Certified  Partner,  go  to  microsoft.com/wssystem 


Windows  Server  System”  includes: 


Server  Platform 

Windows  Server™ 

Virtualization 

Virtual  Server 

Data  Management  &  Analysis 

SQL  Server™ 

Communications 

Exchange  Server 

Portals  &  Collaboration 

Office  SharePoint*  Portal  Server 

Integration 

BizTalk*  Server 

Management 

Systems  Management  Server 
Microsoft"  Operations  Manager 

Security 

Internet  Security  &  Acceleration  Server 

Plus  other  software  products 
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PLEASE  NOTE: 


HACKERS  TRIED 
TO  ACCESS  OUR  ACCOUNTS 
126  TIMES  LAST  YEAR 
(THAT  WE  KNOW  OF) 


•  • 


Even  if  everyone 
knew  about  the 
problem,  would 
anyone  know  the 
solution? 

As  every  aspect  of  business 
migrates  to  the  Web,  sensitive 
information  once  sheltered  is 
now  exposed.  Because  browser- 
based  applications  pass  through 
the  entire  security  perimeter. 

If  that  doesn't  wrinkle  your 
brow,  in  a  recent  study  70  percent 
of  companies  reported  security 
intrusions,  with  an  average  of 
136  annually. 

The  only  real  answer  is  a  solu¬ 
tion  that  knows  exactly  what 
your  application's  traffic  should 
look  like,  and  blocks  everything 
else.  A  comprehensive  solution 
that  gives  you  complete  control 
over  who  gets  access  from  where 
and  when,  that  can  actually 
identify  and  filter  application- 
level  cyber  attacks. 

It's  application  traffic  man¬ 
agement  taken  to  the  next  level. 
Something  that  could  only  have 
come  from  a  deep  understanding 
of  both  the  network  and  the 
application.  Which  is  why  only  F5 
can  offer  it.  For  details  on  this 
revolutionary  architecture,  includ¬ 
ing  our  Traff icShield™  Application 
Firewall  and  FirePass®  SSL  VPN, 
visit  www.f5.com/cwbank  or  call 


866-885-9256. 


CIOs  on  the  Board 

In  the  Management  section:  CIOs  have  a 
uniquely  comprehensive  view  of  what 
makes  companies  tick,  so  why  are  so  few, 
like  ThoughtWorks’  Carl  Dill,  invited  to 
join  corporate  boards  of  directors?  Page  25 
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Notes  From  Security  School 

In  the  Technology  section:  Training  programs 
at  the  SANS  Institute  teach  you  how  hackers 
operate  and  what  you  can  do  to  better  pro¬ 
tect  your  networks.  Computerworld  gives  you 
a  seat  right  in  front  of  the  teacher.  Page  19 
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VoIP  Goes  Mainstream 

EDITOR’S  NOTE:  It  isn’t  cheap  or 
easy.  But  major  corporations 
are  getting  cost  savings  and 
other  benefits  from  taking 
the  plunge  into  converged 
voice/data  networks.  We  of¬ 
fer  in-depth  case  studies  of 
five  voice-over-IP 
adopters.  PACKAGE 
BEGINS  ON  PAGE  29. 


30  VoIP:  Ready  for  Prime  Time.  VoIP 
technology  is  taking  hold,  but  a 
killer  app  and  qualified  integrators 
are  still  needed. 

CASE  STUDIES 


32  Newspaper  Centralizes 
Call  Routing.  Thomas 
Dunkerley,  IT  communi¬ 
cations  manager  at  The 
Seattle  Times  (right), 
led  a  VoIP  project  that 
reduced  monthly  phone 
bills  by  20%  to  25%. 


33  Small  Project 
Works  Out  the 
Kinks.  Charles 
Goodall  (right), 
manager  of  global 
voice  technology  and  architecture 
at  GlaxoSmithKline,  learned 
lessons  from  a  pilot  project  that 
the  company  will  put  to  use  in  its 
global  VoIP  rollout. 

34  Wireless  Joins  Hospital’s  VoIP 
Mix.  Erlanger  Health  System 
moved  its  IP  phone  population  to 
an  IP  PBX  to  enable  caregivers  to 
communicate  when  mobile  and  to 
eventually  allow  doctors  to  consult 
with  patients  via  videoconference. 

35  Call  Centers  Put  on  Speed  Dial. 

To  better  serve  patients,  Magellan 
Health  Services  now  reroutes  and 
balances  calls  across  a  distributed 
staff  with  its  VoIP  deployment. 

36  Fashion  Designer  Gets  Hip  to  IP. 

By  piggybacking  voice  onto  a  rout¬ 
ed  IP  network,  Liz  Claiborne 
has  reduced  its  number  of 
dedicated  T1  lines  and  long¬ 
distance  calling  charges. 

37  Opinion:  VoIP’s  security 
risks  aren’t  worth  mere  cost 
savings,  says  columnist  Mark 
Hall.  But  the  right  applica¬ 
tion  might  change  that. 
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The  Hidden  Costs  of 

VoIP.  Bandwidth,  net¬ 
work  capabilities,  se¬ 
curity  and  training 
can  all  affect  the  total 
cost  of  a  VoIP  system, 
says  Ray  Kriss  at 
consultancy  NetGain 
Communications. 

O  QuickLink  51610 


The  VoIP  Manage¬ 
ment  Challenge. 

Network  managers 
are  rolling  out  VoIP, 
but  how  are  they  man¬ 
aging  these  projects? 
InfoWorld  suggests 
four  tools  to  simplify 
the  task. 

0  QuickLink  51594 


Breaking  Through  IP 
Telephony..  In  labora¬ 
tory  tests  conducted 
by  Computerworld 
sister  publication  Net¬ 
work  World,  Avaya 
and  Cisco  Systems 
attempt  to  strut  their 
VoIP  security  stuff. 

0  QuickLink  51590 
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AT  DEADLINE 


FBI  May  Scrap 
Anti-Terror  Program 

An  FBI  spokesman,  who  asked 
not  to  be  named,  confirmed  pub¬ 
lished  reports  last  week  that  the 
planned  Virtual  Case  File  system 
may  be  scrapped  because  offi¬ 
cials  don’t  believe  the  $170  mil¬ 
lion  case  management  system  is 
scalable  or  secure  enough.  The 
system  is  aimed  at  helping  agents 
share  information  in  the  war  on 
terror.  A  spokesman  for  Science 
Applications  International  Corp. 
in  San  Diego  declined  to  com¬ 
ment  on  the  FBI’s  plans  but  con¬ 
tended  that  the  supplier  deliv¬ 
ered  a  fully  functional  system  in 
December. 


Cisco  to  Buy  WLAN 
Switch  Maker 

Cisco  Systems  Inc.  last  week  said 
it  has  agreed  to  buy  San  Jose- 
based  wireless  LAN  switch  vendor 
Airespace  Inc.  for  $450  million  in 
stock.  The  deal  gives  Cisco  a 
WLAN  switching  product  line  that 
can  help  small  and  midsize  busi¬ 
nesses  deploy  secure  802.11- 
based  networks.  The  deal  is  ex¬ 
pected  to  close  by  April  30. 


Oracle  Laying  Off 
5,000  Workers 

Oracle  Corp.  late  Friday  said  it 
will  cut  5,000  workers  over  the 
next  week  as  part  of  its  effort  to 
bring  recently  acquired  People- 
Soft  Inc.  into  the  fold.  The  com¬ 
pany  also  said  it  plans  to  upgrade 
PeopleSoft  applications  through 
Version  9. 


AMD  Cuts  Q4 
Projections 

Advanced  Micro  Devices  Inc. 
said  it  expects  to  report  an  overall 
profit  for  its  fourth  quarter,  which 
ended  Dec.  26,  and  show  an  op¬ 
erating  loss  in  its  memory  divi¬ 
sion.  The  Sunnyvale,  Calif.-based 
chip  maker  last  week  predicted 
that  its  operating  income  will  de¬ 
cline  significantly  from  the  third- 
quarter  figure  of  $68.4  million. 


Business  Objects  Adds 
Crystal  Reports  Tools 

New  features  aim  to  bring  business 
intelligence  capabilities  to  casual  users 


BY  HEATHER  HAVENSTEIN 

USINESS  OBJECTS  SA 
last  week  unveiled 
Business  Objects  XI, 
which  includes  back¬ 
end  integration  of  the  report¬ 
ing  tools  acquired  from  Crys¬ 
tal  Decisions  Inc.  in  2003  with 
the  company’s  business  intelli¬ 
gence  offering. 

Officials  at  the  Paris-based 
firm  said  integration  with 
Crystal  Reports  and  other 
new  features  will  enable  a 
growing  number  of  enterprise 
users  to  tap  into  reporting, 
query  and  analysis,  and  per¬ 
formance  management  capa¬ 
bilities.  Business  Objects  XI 
also  includes  support  for 
embedding  BI  in  Microsoft 
Office  applications  and  addi¬ 
tional  technical  and  business 
metadata  that  can  provide 
context  for  reports  and 
dashboards. 

The  new  version  quietly  be¬ 
gan  shipping  late  last  month, 
prior  to  last  week’s  formal 
introduction. 

The  new  features  are  de¬ 
signed  to  take  BI  —  tradition¬ 
ally  limited  to  business  analyst 
power  users  —  to  more  casual 
users,  said  Chris  Caren,  Busi¬ 
ness  Objects  vice  president 
of  corporate  marketing. 

“We’ve  done  a  tremendous 
amount  to  simplify  the  user 
experience.  We  let  end  users 
establish  a  live  connection  be¬ 
tween  an  Office  document  and 
the  BI  platform,”  Caren  said. 

Emergency  Medical  Associ¬ 
ates  (EMA),  a  Livingston,  N.J.- 
based  emergency-room 
staffmg  company  and  a  Ver¬ 
sion  XI  beta  tester,  previously 
used  Business  Objects  and 
Crystal  Decisions  tools  sepa¬ 
rately  to  deliver  electronic  pa¬ 
tient  records  stored  in  a  data 

MORE  THIS  ISSUE 

For  more  about  business  intelligence  tools, 
read  Curt  Monash's  column  on  page  23. 


warehouse  to  end-user  dash¬ 
boards. 

Before  XI,  EMA  would  have 
had  to  deploy  separate  user  in¬ 
terfaces  at  different  hospital 
locations  for  access  to  Crystal 
reports  from  the  Web.  The  in¬ 
tegrated  system  provides  a 
single  point  of  entry  for  ana¬ 
lytics,  regardless  of  whether 
they  were  generated  from  the 
data  warehouse  or  the  opera¬ 
tional  reporting  system,  said 
Jonathan  Rothman,  EMA’s  di¬ 
rector  of  data  management. 

Hiding  the  Technology 

Rothman  said  the  user  inter¬ 
face  in  the  XI  version  simpli¬ 
fies  tasks  like  scheduling  met¬ 
rics  and  refreshing  analytics. 
“The  most  important  thing  is 
hiding  the  technology  from 
the  end  user,  whose  main  in¬ 
terest  is  obtaining  their  analyt¬ 
ics,”  he  said. 

Rothman  said  he  would  also 
like  Business  Objects  to  en- 


SAP  AG  is  looking  to  help 
Windows  shops  running  its 
ERP  applications  get  business 
intelligence  on  the  cheap. 

To  that  end,  SAP  last  week 
announced  plans  to  add  tech¬ 
nology  acquired  from  BI  vendor 
iLytix  Systems  AS  to  its  SAP 
Business  One  line  of  materials 
requirement  planning  and  ERP 
applications. 

With  the  rollout  of  a  new  XL 
Reporter  tool  for  Business  One, 
which  has  long  been  aimed  at 
small  and  midsize  firms,  SAP 
wants  to  help  smaller  compa¬ 
nies  run  reports  and  perform 
analysis  without  expert  help.  XL 
Reporter  can  interoperate  with 
Microsoft  Excel  and  Outlook  to 
help  users  of  the  programs  ex¬ 
port  SAP  data  directly  to  their 


hance  the  functionality  of  the 
tools  used  to  create  Web- 
based  reports  to  offer  support 
for  linking  multiple  data  pro¬ 
viders  and  other  advanced  fea¬ 
tures  available  in  the  PC-based 
report-generation  tools. 

Gene  Fichtenholz,  senior 
software  engineer  at  San  Jose- 
based  Meriwest  Credit  Union, 
said  the  online  analytical 
processing  intelligence  tool  in 
XI  is  much  better  than  the  one 
in  Business  Objects  6.0.  Creat¬ 
ing  OLAP  reports  was  slow 
and  difficult  in  the  earlier  ver¬ 
sion,  Fichtenholz  said.  In  addi¬ 
tion,  XI  brings  reporting  closer 
to  the  user  with  the  new  user 
interface  that  “looks  almost 
like  Excel  on  steroids,”  he  said. 

With  Version  XI,  Business 
Objects  has  positioned  itself 
well  as  a  single  supplier  of  BI 
technology,  said  Keith  Gile,  an 
analyst  at  Forrester  Research 
Inc.  in  Cambridge,  Mass. 

Howard  Dresner,  an  analyst 
at  Gartner  Inc.,  said  that  while 
XI  allows  enterprises  to  push 
basic  BI  functionality  out  to 
more  users,  companies  need  to 


desktops  for  slicing  and  dicing. 

SAP  is  adding  the  features 
following  the  acquisition  of  Oslo- 
based  iLytix,  which  was  revealed 
last  week.  Terms  of  the  deal 
weren’t  disclosed. 

Errors  Reduced 

XL  Reporter  should  cut  down  on 
the  time  and  errors  associated 
with  manually  extracting  and  re¬ 
formatting  data  for  use  in  a  re¬ 
port,  said  Gadi  Shamia,  vice 
president  of  solution  manage¬ 
ment  for  SAP  Business  One. 

XL  Reporter  could  simplify  the 
creation  of  multiple  reports,  said 
Joshua  Goldman,  co-CEO  of 
Laservall  North  America  LLC. 
The  Pawtucket,  R.I.-based  com¬ 
pany  provides  laser-marking 
equipment  and  runs  Business 


Bi  iness  Objects  XI 


TIES  TOGETHER  reporting, 
query  and  analysis,  and  perfor¬ 
mance  management  tools. 

COMPLETES  integration  of  re¬ 
porting  technology  acquired  from 
Crystal  Decisions. 

EMBEDS  business  intelligence 
directly  in  Microsoft  Office. 

ALLOWS  Office  documents  to  be 
secured  and  managed  in  the 

PROVIDis  technical  and  busi¬ 
ness  users  context  about  data’s 
source  and  what  it  means. 

ALLOWS  users  to  collaborate  m 
threaded  discussions  within 
dashboards  and  reports. 


ensure  that  increased  access 
doesn’t  lead  to  “information 
communism,”  where  every¬ 
body  gets  the  same  informa¬ 
tion  and  that  information  isn’t 
tailored  to  their  needs. 

“IT,  left  to  their  own  de¬ 
vices,  will  just  take  a  carte 
blanche  approach  and  give 
them  everything,”  Dresner 
said.  O  51899 


MORE  ONLINE 

Read  a  Q&A  with  Business  Objects  CEO 
Bernard  Liautaud: 

QuickLink  51871 
www.computerworld.com 


:  One  to  support  its  CRM,  finan- 
j  cial  and  inventory  processes. 

:  He  hasn’t  used  the  tool  yet  but 
:  said  he’s  looking  forward  to  its 
•  availability. 

Currently,  Laservall  must  rely 
;  on  the  canned  reports  provided 
by  SAP,  which  Goldman  said  are 
difficult  to  reformat.  Customizing 

■  different  reports  for  various  end 
users  would  require  expensive 
training  -  something  the  compa¬ 
ny  doesn’t  want  to  spend  money 
on  after  its  considerable  invest¬ 
ment  in  its  initial  ERP  rollout, 

he  added. 

XL  Reporter  will  ship  by  the 
end  of  this  quarter  and  will  be 
added  as  part  of  the  standard 
:  Business  One  upgrade  at  no  ex- 

■  tra  charge. 

-  Marc  L.  Songini 


SAP  Brings  Business  One  to  Windows  Shops 


www.computerworld.com 
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Wells  Fargo  Buys  Into  Check-Image  Sharing 


Bank  plans  to  use  Viewpointe’s  archive 
to  store  and  share  electronic  checks 


BY  LUCAS  MEARIAN 

Wells  Fargo  &  Co.  last  week 
announced  that  it  has  bought 
into  Viewpointe  Archive  Ser¬ 
vices  LLC  in  order  to  share 
electronic  check  images  with 
other  banks  and  reduce  the 
amount  of  paper  checks  it 
ships  around  the  country. 

The  use  of  Viewpointe’s 
check  archive  and  ImageShare 
exchange  service  also  will  free 
Wells  Fargo  from  the  need  to 
set  up  connections  with  indi¬ 
vidual  banks. 

Viewpointe,  which  was 
founded  in  2000  by  Bank  of 
America  Corp.,  J.P.  Morgan 
Chase  &  Co.  and  IBM,  enables 
members  to  send  check  images 
to  a  central  repository.  Banks 
can  then  set  rules  for  sharing 
the  images  with  one  another. 

“The  opportunity  now  with 
Viewpointe  is  to  move  to 


something  we  call  ‘image  on 
demand,’  which  is  loading  im¬ 
ages  onto  a  common  archive, 
as  opposed  to  shipping  those 
images  and  exchanging  them 
one  bank  at  a  time,”  said  Mitch 
Christensen,  executive  vice 
president  of  payment  strate¬ 
gies  at  Wells  Fargo. 

Christensen  said  the  San 
Francisco-based  bank  has 
been  sharing  check  images 
with  the  Federal  Reserve  Bank 
and  The  Clearing  House  in 
New  York  for  years  through  its 
own  data  warehouse. 

New  Territory 

But  Wells  Fargo,  which  cap¬ 
tures  4.5  billion  check  images 
each  year,  has  never  used 
Viewpointe’s  services  and  will 
have  to  establish  a  network 
connection  with  the  New  York- 
based  archiving  company. 


The  bank  also  has  to  mi¬ 
grate  its  existing  check  images 
to  Viewpointe  and  create  a 
system  to  transmit  new  im¬ 
ages  as  they’re  captured  at  its 
regional  scanning  centers. 

In  addition,  Wells  Fargo  is 
about  to  kick  off  a  12-to-18- 
month  project  to  install  check- 
image  scanners  at  the  teller 
windows  in  its  6,000  branch 
offices  throughout  the  U.S. 
Images  captured  on  those  de¬ 
vices  will  be  shipped  directly 
to  Viewpointe  as  well,  accord¬ 
ing  to  Christensen. 

Financial  terms  of  the  deal 
between  Wells  Fargo  and 
Viewpointe  weren’t  disclosed, 
and  Christensen  declined  to 
say  how  much  it  will  cost  the 
bank  to  link  to  Viewpointe’s 
systems  and  deploy  the 
branch-office  scanners.  He 
also  wouldn’t  say  how  much 
Wells  Fargo  is  expected  to 
save  on  costs  by  using  the 
Viewpointe  service. 

David  Medeiros,  an  analyst 


HOW  IT  WORKS 


Bank  A  captures  a  check 
image  on  a  scanner  and 
sends  it  to  Viewpointe. 

2  Viewpointe  archives  the 
image  plus  index  informa¬ 
tion  and  an  electronic  check 
presentment  (ECP)  file. 

3  Checks  available  for  external 
exchanges  are  identified  by 
Bank  A  as  part  of  the  index  file. 

4  The  ECP  file  is  routed  to 
the  bank  where  the  check 
originated,  which  uses  the  data 
to  process  the  transaction. 

The  check  image  is  transmit¬ 
ted  via  an  image-exchange 
network,  such  as  that  of  the 
Small  Value  Payments  Co.,  for 
distribution  to  BankB. 


at  TowerGroup  in  Needham, 
Mass.,  said  Wells  Fargo’s  foray 
into  check-image  sharing  will 


likely  push  banks  that  regularly 
do  business  with  it  to  become 
Viewpointe  users  themselves. 

The  door  for  exchanging 
check  images  between  banks 
was  opened  by  the  Check 
Clearing  for  the  21st  Century 
Act,  or  Check  21,  which  took 
effect  Oct.  28.  Check  21  allows 
banks  to  substitute  image- 
replacement  documents  for 
original  paper  checks,  which 
can  then  be  destroyed. 

Viewpointe  members  Sun¬ 
Trust  Banks  Inc.  in  Atlanta  and 
First  Horizon  National  Corp.  in 
Memphis  last  month  claimed 
to  be  the  first  banks  in  the  U.S. 
to  agree  to  share  check  images 
[QuickLink  51634]. 

And  last  week,  the  banks  be¬ 
gan  sharing  those  images  on  a 
test  basis,  said  Lenora  Thomp¬ 
son,  group  vice  president  of 
SunTrust’s  banking  services 
division. 

Wells  Fargo’s  entry  “moves 
us  closer  to  our  long-term 
vision  of  not  having  to  move 
[electronic]  checks  at  all  until 
they’re  needed,”  Thompson 
said.  ©  51944 


Siebel  Targets  Salesforce.com  With 
OnDemand  6  Hosted  CRM  Service 


Industry-specific 
packages  included 
in  new  release 

BY  MARC  L.  SONGINI 

In  an  bid  to  distance  itself 
from  rivals  like  Salesforce.com 
Inc.,  customer  relationship 
management  vendor  Siebel 
Systems  Inc.  last  week  added 
new  sophistication  to  its  host¬ 
ed  service. 

San  Mateo,  Calif.-based 
Siebel  said  the  new  version  is 
easier  to  use  and  offers  more 
capabilities  than  Salesforce. 
corn’s  service. 

In  addition,  OnDemand 
Release  6  delivers  out-of-the- 
box  sales  workflows,  dash¬ 
boards  and  customization 
tools. 

The  new  release  also 
includes  prebuilt  packages 
specifically  geared  to  the  fi¬ 
nancial  services,  automotive, 


medical  and  high-tech  sales 
industries. 

The  applications  have 
industry-specific  interfaces 
and  data  models,  said  Bruce 
Cleveland,  senior  vice  presi¬ 
dent  and  general  manager  of 


NEW  FEATURES 


Prebuilt  support  for 
reporting  and  analysis  within 
Microsoft  Excel 

Advanced  territory- 
management  cape  lities 

Support  for  mail  merge 
in  Microsoft  Word 

-  Prebuilt  business 
intelligence  tools,  including 
marketing  dashboards 

Predictive  and  historical 
sales-analysis  capabilities 


Siebel’s  OnDemand  small 
and  midsize  business  unit, 
in  a  webcast. 

The  moves  fulfill  promises 
made  during  last  year’s  Siebel 
user  conference  [QuickLink 
49956],  where  the  company 
unveiled  a  strategy  called 
Chapter  2,  which  emphasizes 
successful  CRM  processes  in¬ 
stead  of  just  implementing  the 
technology.  The  strategy  also 
added  a  vertical  market  focus. 

To  that  end,  for  example, 
OnDemand  Release  6  embeds 
a  software  object  in  the  finan¬ 
cial  services  package  to  help 
portfolio  advisers  create  pro¬ 
files  on  specific  clients  to 
help  better  manage  leads  and 
boost  sales. 

Other  enhancements  in¬ 
clude  analytical  tools,  such  as 
prebuilt  dashboards  and  re¬ 
ports  that  can  measure  the  ve¬ 
locity  of  leads  flowing  through 
a  sales  pipeline. 


The  new  version  also  in¬ 
cludes  a  tool  to  help  salespeo¬ 
ple  follow  predetermined 
best  practices  to  ensure  that 
they  do  things  such  as  capture 
accurate  sales  prospect  data  in 
the  CRM  system.  In  addition, 
there  are  advanced  territory- 
management  capabilities  and 
support  for  the  Chinese,  Kore¬ 
an  and  Portuguese  languages. 

A  Complete  Bl  Tool 

The  embedded  analytical  fea¬ 
tures  will  make  OnDemand  a 
complete  business  intelligence 
tool,  predicted  Nigel  Watson, 
CRM  program  manager  at 
Cendant  Corp.’s  travel  distrib¬ 
ution  services  branch. 

The  New  York-based  travel 
and  real  estate  services  pro¬ 
vider  already  uses  Siebel  On¬ 
Demand  to  enable  sales  per¬ 
sonnel  in  different  parts  of  the 
company  to  share  relevant 
customer  data. 

In  addition,  OnDemand  6 
could  help  managers  with 
multinational  accounts  get  a 
global  view  of  customer  aciiv- 
ities  across  geographic  re¬ 
gions,  which  could  help  man¬ 


agers  make  better  decisions 
on  issues  such  as  territory 
distribution  and  customer 
assignments,  Watson  said. 

“The  new  release  of  Siebel 
OnDemand  is  an  attempt  to 
position  Salesforce  as  ‘Siebel 
lite,’  ”  independent  analyst  J. 
Bruce  Daley,  who  writes  the 
“Siebel  Observer”  newsletter, 
said  in  a  statement. 

By  focusing  on  vertical  mar¬ 
kets  such  as  financial  services 
where  the  company  leads  ri¬ 
vals,  Siebel  hopes  to  encour¬ 
age  existing  Salesforce.com 
customers  to  switch  to  On¬ 
Demand  Release  6. 

“This  should  lay  to  rest  any 
doubts  about  Siebel’s  commit¬ 
ment  to  compete  head-to-head 
with  Salesforce.com,”  Daley 
said. 

Siebel  CRM  OnDemand  Re¬ 
lease  6  is  available  now  and 
starts  at  $70  per  user  per 
month.  ©  51913 


MORE  ONLINE 

For  more  information  on  this  topic,  visit  our 
CRM  Knowledge  Center: 

QuickLink  k1300 
www.computerwortd.com 
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BMC  Buys  Identity 
Management  Firm 

BMC  Software  Inc.  agreed  to  ac¬ 
quire  Calendra,  a  Paris-based 
maker  of  Web-based  identity 
management  technology.  Neither 
BMC  nor  privately  held  Calendra 
disclosed  financial  details.  BMC 
plans  to  add  Calendra’s  workflow 
and  user  directory  management 
features  to  its  Business  Service 
Management  line. 


IBM  Opens  500 
Software  Patents 

IBM  outlined  plans  to  provide 
open-source  developers  with 
access  to  500  of  its  software 
patents.  The  patents  will  be  avail¬ 
able  to  individuals  and  companies 
using  software  that  meets  the 
Open  Source  Initiative’s  defini¬ 
tions  of  open-source  technology. 
IBM  said  it  expects  the  move  to 
spur  further  innovation. 


VeriSign  Spends 
$270M  on  LightSurf 

VeriSign  Inc.  agreed  to  acquire 
LightSurf  Technologies  Inc.,  a  mak¬ 
er  of  wireless  multimedia  messag¬ 
ing  technologies,  for  $270  million 
in  VeriSign  stock.  LightSurf  was 
co-founded  by  Borland  Software 
and  Starfish  Software  founder 
Philippe  Kahn.  VeriSign  said  the 
LightSurf  technology  lets  it  offer 
carriers  a  wireless  data  utility  that 
can  provide  picture  messaging, 
multimedia  messaging  services, 
and  intercarrier  messaging  and 
interoperability. 


Intel  to  Launch 
Mobile  Technology 

Intel  Corp.  on  Wednesday  will 
launch  the  second  generation  of 
its  Centrino  mobile  computing 
technology  in  San  Francisco,  the 
company  confirmed.  The  package, 
code-named  Sonoma,  will  include 
a  new  version  of  Intel’s  Pentium 
M  mobile  processor,  a  wireless 
chip  and  a  chip  set  that  Intel  said 
will  double  the  graphics  perfor¬ 
mance  of  current  products. 
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UN  IllL  mAHIi  !  NEWS  and  INDUSTRY  GOSSIP  by  MARK  HALL 


Intel  to  Prioritize 
Motherboard . . . 


. . .  management  with  the  advent  of  its  Active  Management 
Technology.  AMT  is  specialized  flash  RAM  that  Intel 
Corp.  is  adding  to  a  line  of  PC  motherboards  it  plans 
to  ship  later  this  year.  The  semiconductor  behemoth 
says  the  new  memory  will  support  system  manage¬ 
ment  functions  that  can  occur  before  the  operating 


system  boots 
the  computer. 
A  few  com¬ 
panies,  such 
as  Intel  spin¬ 
off  LANDesk 
Software  Inc., 
will  get  dedi¬ 
cated  real  es¬ 
tate  on  the 
flash  chips. 
According  to 
Dave  Taylor,  LANDesk’s  vice 
president  of  marketing,  the 
South  Jordan,  Utah-based 
company  will  likely  use  agent 
technology  running  under¬ 
neath  the  operating  system  to 
assess  security.  For  example, 
the  agent  could  conduct  an 
inventory  of  installed  soft¬ 
ware  to  ensure  that 
no  viruses  have 
sneaked  on  board,  so 
to  speak.  If  problems 
are  detected,  LAN¬ 
Desk  could  isolate  the 
infected  machine  on 
a  virtual  LAN  so  it 
couldn’t  cripple  other 
systems  before  it  was 
fixed.  The  agent  will 
work  with  the  LAN¬ 


Desk  Management  Suite, 
which  can  already  block  ap¬ 
plications  outlawed  by  com¬ 
panies  and  conduct  network¬ 
wide  security  threat  analyses, 
among  other  functions. 

Forget  PC 

management  and . . . 

...  let  your  service  provider 
worry  about  it.  Sure,  you  can 
watch  over  thousands  of  PCs 
on  your  network.  But  Gary 
Griffiths,  CEO  of  Everdream 
Corp.,  asks,  “Why  would  you 
want  to?”  Indeed,  that’s  a  rea¬ 
sonable  question  when  you 
can  hand  the  job  over  to  his 
Fremont,  Calif.-based  man¬ 
aged  services  company  for  as 
little  as  three  bucks  per  desk¬ 
top  each  month.  And 
given  that  Everdream 
Control  Center  6.0 
becomes  available 
tomorrow  with  new 
features  such  as  net¬ 
work  scanning  across 
multiple  subnets, 
Web-based  remote 
control  of  Windows 
PCs  and  an  end-user 
portal  for  workers  to 


klf A 

TAYLOR: 

Manage  PCs 
before  booting 
them. 


check  on  the  status  of  service 
requests,  it  may  be  an  even 
harder  question  to  answer. 

Distributed  operations 
challenge  IT . . . 

...  to  guarantee  application 
delivery  to  remote  sites.  That’s 
the  contention  of  Nat  Kausik, 
CEO  of  FineGround  Net¬ 
works  Inc.  in  Campbell,  Calif. 
He  claims  that  most  global 
companies  house  only  a 
small  portion  of  their  em¬ 
ployees  at  headquarters, 
while  the  vast  major¬ 
ity  work  at  numerous 
sites  around  the 
world.  With  the  va¬ 
garies  of  all  the  differ¬ 
ent  systems  and  net¬ 
works  that  stand  be¬ 
tween  the  corporate 
applications  running 
at  HQ, and  end  users 
scattered  hither  and 
yon,  IT’s  service-level 
agreements  with  business 
units  are  always  in  jeopardy, 
Kausik  says.  Hence  Fine- 
Ground’s  planned  shipment 
later  this  month  of  a  new 
dashboard  module  as  part  of 
its  Enterprise  Application 
Delivery  Suite,  a  set  of  appli¬ 
cation  monitoring  and  man¬ 
agement  software  that  runs 
on  a  dedicated  Linux  appli¬ 
ance.  The  module  can  mea¬ 
sure  response  times  between 
screen  refreshes  on  invento¬ 
ry  look-ups  and  other  trans¬ 
actions,  assessing  whether 
they  execute  within  the  para¬ 
meters  of  SLAs.  IT’s  goal, 
says  Kausik,  should  be  to 
monitor  business  processes 
—  not  software.  Pricing 
starts  at  about  $15,000. 

Software  service 
tracks  versions  of . . . 

. . .  Microsoft  Office  documents 

and  can  deliver  real-time  up¬ 
dates  when  any  changes  have 


been  made  to  the  files.  Later 
this  quarter,  NextPage  Inc. 
in  Draper,  Utah,  will  make 
its  NextPage  1.5  service  avail¬ 
able.  The  new  offering  will 
track  files  on  shared  and  local 
drives,  as  well  as  through 
e-mail.  An  Outlook  plug¬ 
in  lets  you  know  when  a 
changed  document  has  hit 
your  e-mail  client.  According 
to  Cydni  Tetro,  NextPage’s 
vice  president  of  marketing, 
full-scale  document  manage¬ 
ment  systems  are  often  ren¬ 
dered  helpless  when 
users  fail  to  work 
within  them.  “As  soon 
as  one  person  goes 
around  a  document 
management  system, 
it  falls  apart,”  she  says. 
NextPage  solves  this 
with  client  software 
that  wraps  every  Of¬ 
fice  file  in  metadata 
that  can’t  be  bypassed 
by  users,  Tetro  says.  She 
adds  that  future  versions  of 
the  NextPage  service  will  in¬ 
clude  tracking  of  PDF  files 
and  Notes  documents.  Pric¬ 
ing  hasn’t  yet  been  deter¬ 
mined. 

Antispam  market 
is  booming . . . 

...  for  FrontBridge  Technologies 
Inc.  in  Marina  Del  Rey,  Calif. 
So  claims  CEO  Steve  Jillings, 
who  projects  that  this  year, 
FrontBridge  “will  sign  up 
more  than  one  new  customer 
for  every  business  hour  every 
week.”  Jillings  is  mulling 
whether  to  take  the  company 
public  late  in  the  year.  How¬ 
ever,  he  does  predict  consoli¬ 
dation  for  the  other  200  or  so 
antispam  suppliers.  That’s 
because  users  “want  more 
and  more  services  from  fewer 
and  fewer  vendors,”  he  says. 
O  51902 


TETRO: 

Service  is  best 
for  document 
management. 
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The  server  platform  of  choice 

just  got  better. 


Introducing  the  Inter  Xeon"  processor  with 
support  for  32-  and  64-bit  applications. 


server  platform  in  the  world  can  now  work  even  harder. 

And  new  platform  technologies  enable  increased  power  savings, 

flexibility  and  performance.  For  more 
information — and  more  choice — visit  intel.com/business. 


Support  for 
32-  and  64-bit 
applications 


Improved 

power-saving 

options 


Flexible  memory, 
I/O  and  storage 
configurations 


iny 
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Microsoft,  SAP 
Unveil  .Net  Tool  Kit 

Microsoft  Corp.  and  SAP  AG  last 
week  brought  out  the  Portal  De¬ 
velopment  Kit  for  .Net,  an  add-on 
for  Microsoft’s  Visual  Studio  .Net 
2003  tool.  With  the  PDK  for  .Net, 
SAP  users  can  build  content  for 
the  SAP  Enterprise  Portal,  using 
any  supported  languages,  such  as 
C#  and  Visual  Basic  .Net. 


Openwave  Acquires 
Cilys  for  $10M 

Openwave  Systems  Inc.  in  Red¬ 
wood  City,  Calif.,  last  week  ac¬ 
quired  privately  held  Cilys,  a 
Canadian  maker  of  wireless 
telecommunications  software,  for 
$10  million  in  cash  and  stock. 
Openwave  plans  to  integrate  Cilys’ 
mobile  technology  into  its  client 
and  server  product  offerings. 


Nortel  Restates 
Some  Results 

Responding  to  investigations  of  its 
bookkeeping,  Nortel  Networks 
Corp.  last  week  restated  financial 
results  for  2001,  2002  and  the 
first  nine  months  of  2003  with  the 
U.S.  Securities  and  Exchange 
Commission.  The  restated  results 
show  an  additional  $1.93  billion  in 
revenue  for  2001  and  2002  but 
lower  revenue  than  previously  re¬ 
ported  for  the  first  three  quarters 
of  2003.  Nortel  is  expected  to 
post  results  for  the  first  half  of 
2004  by  the  end  of  this  month. 


Intel  Beats  Wall 
Street  Expectations 

Beating  analysts’  expectations, 
Intel  Corp.  last  week  reported  a 
solid  fourth  quarter  and  said  de¬ 
mand  for  its  products  was  strong 
among  both  consumers  and  busi¬ 
nesses.  Projecting  continued 
growth.  President  Paul  Otellini 
said,  “I  see  nothing  on  the  horizon 
that  will  stop  that  trend  next  year.” 


INTEL  BY  THE  NUMBERS 


REVENUE  PROFIT 


Q4,’Q4 

S9.6B 

$2.1B 

S2.2B 

McData  Unveils  256-Port, 
Multiprotocol  Switch 


flOK  consolidates 
multiple  SANs 
onto  one  switch 


BY  LUCAS  MEARIAN 

Mcdata  corp.  to¬ 
day  will  unveil  a 
director-class 
switch  that  offers 
256  ports,  multiple  network 
protocols  and  hard-partition¬ 
ing  capabilities.  Analysts  said 
the  switch  will  allow  consoli¬ 
dation  of  a  storage  network  in¬ 
frastructure  and  intelligent 
routing  services. 

McData’s  Intrepid  ilOK 
switch  features  the  DS10000 
switch  technology  that  the 
Broomfield,  Colo.-based  com¬ 
pany  gained  in  its  2003  acqui¬ 
sition  of  Sanera  Systems  Inc. 
The  high-end  ilOK  switch  can 
be  partitioned  into  numerous 
smaller,  discrete  storage-area 
networks  (SAN)  as  well  as  64 
lOGbit/sec.  interswitch  link 
ports  used  to  cobble  together 
other  switches  already  operat¬ 


ing  within  an  infrastructure. 

The  lOGbit/sec.  links  can 
also  be  used  to  replicate  data 
between  data  centers  for  dis¬ 
aster  recovery  purposes,  said 
Patrick  Harr,  vice  president  of 
director  platforms  atMcData. 

Jay  Astell,  lead  network  ar¬ 
chitect  at  Kforce  Inc.,  a  Tam¬ 
pa,  Fla.-based  staffing  firm 
with  more  than  70  branch 
offices  across  the  country,  is 
a  user  of  smaller  McData 
switches.  He  said  his  company 
is  moving  toward  consolidat¬ 
ing  its  storage  switch  architec- 


The  Intrepid  ilOK  offers  network 
intelligence  on  256  ports. 


ture  around  a  high-end  offer¬ 
ing.  “It’s  a  lot  easier  to  manage 
a  couple  of  larger  devices  than 
a  bunch  of  smaller  ones,” 
Astell  said.  Kforce  hasn’t  yet 
decided  on  a  high-end  switch. 

McData  is  looking  to  pro¬ 
mote  tiered  networks  through 
use  of  the  ilOK  as  a  backbone 
switch.  For  example,  compa¬ 
nies  could  use  existing  Mc- 
Data  Intrepid  6000  series  di¬ 
rectors,  which  have  64  ports, 
and  low-end  24-port  Sphereon 
switches,  all  connected  into 
and  managed  by  a  single  ilOK. 

The  ilOK  also  supports  mul¬ 
tiple  protocols,  including 
iSCSI,  Fibre  Channel  and  Fi¬ 
con  connectivity.  It  offers  Lay¬ 
er  2  network  switching,  or  the 
ability  to  crack  open  data 
packets,  read  the  information 
inside  and  route  the  data. 

Storage  analyst  Arun  Taneja 
said  what’s  most  impressive 
about  the  ilOK  is  its  ability  to 
“carve  out  domains  that  are 
rock-solid  in  terms  of  their 
separation.  The  whole  idea  is 
that  to  truly  separate  them  out 


Cisco  to  Resell  EMC’s  NAS  Devices 


CISCO  SYSTEMS  last  week  said 
it  has  expanded  its  partnership 
with  EMC  and  will  now  resell 
EMC’s  network-attached  storage 
devices  -  marking  the  first  time 
Cisco  has  ventured  into  the  busi¬ 
ness  of  selling  an  enterprise- 
class  storage  subsystem. 

Cisco  plans  to  offer  EMC’s 
Celerra  NS500  and  NS700  NAS 
arrays  in  combination  with  its 
Cisco  File  Engine  appliance.  The 
networking  equipment  vendor 
announced  the  pizza-box-size 
File  Engine  last  month,  saying 
customers  could  use  it  to  con¬ 
solidate  management  of  distrib¬ 
uted  file  and  print  services  within 
branch  offices  by  moving  that 
function  to  a  central  data  center 
[QuickLink  51494].  EMC’s  NAS 
devices  will  be  sold  as  the  stor¬ 
age  element  for  backing  up  file- 


based  data  over  a  WAN.  accord¬ 
ing  to  Cisco. 

John  Henze,  director  of  mar¬ 
keting  at  Cisco's  Caching  Ser¬ 
vices  business  unit,  said  File  En¬ 
gine  users  “would  really  like  an 
end-to-end  solution  that  covers 
central  storage,  as  well  as  one 
vendor  that  supports  ail  of  that.” 
The  integrated  offering  will  be 
sold  and  supported  by  Cisco  di¬ 
rectly  and  through  its  worldwide 
partner  channel.  Cisco  expects 
to  begin  selling  the  combination 
at  the  start  of  the  second  quar¬ 
ter,  Henze  said. 

But  IDC  analyst  Brad  Nisbet 
said  Cisco  likely  won’t  be  over¬ 
whelmed  by  the  number  of  NAS 
users  it  has  to  support.  Most 
large  enterprises  already  have 
NAS  devices  and  storage-area 
networks  in  their  data  centers, 


Nisbet  said.  “And  there’s  only  a 
certain  number  of  organizations 
that  would  benefit  from  fiie-level 
consolidation,”  he  added. 

Brocade  Communications 
Systems  Inc.,  which  competes 
against  Cisco  in  the  storage 
switch  market,  said  that  it  has 
no  interest  in  selling  storage 
subsystems. 

“I  think  the  argument  is  true 
that  within  the  data  center,  peo¬ 
ple  .want  one  throat  to  choke  if 
something  goes  wrong,”  said 
Brocade  product  manager  Jay 
Kidd.  “But  within  the  NAS  world, 
they  already  have  Network  Ap¬ 
pliance  and  Cisco,  or  EMC  and 
Cisco."  Kidd  was  referring  to  the 
fact  that  both  EMC  and  NAS  rival 
Network  Appliance  Inc.  resell 
Cisco’s  storage  switches. 

-  Lucas  Mearian 


NEW  FE  iTURES 


McData’s  ilOK 
Switch  Offers: 

■  Network  consolidation 

■  Dynamic  network 
partitioning 

■  10Gbit  interswitch  links 

■  Carrier-class  functionality 

for  different  departments  or 
even  companies,  security  has 
to  be  rock-solid,”  said  Taneja, 
founder  of  Taneja  Group  Inc. 
in  Hopkinton,  Mass. 

Service  Modules  Coming 

By  the  end  of  the  year,  McData 
plans  to  add  service  modules 
using  an  application-specific 
integrated  circuit  chip  from 
San  Jose-based  Aarohi  Com¬ 
munications  Inc.  That  will 
enable  network  intelligence 
functions  such  as  volume 
management,  provisioning, 
data  migration  and  replica¬ 
tion.  The  modules  will  also  al¬ 
low  the  ilOK  or  other  McData 
switches  to  adopt  functionali¬ 
ty  from  other  storage  vendors 
and  switch  manufacturers. 

For  example,  the  ilOK  will 
be  able  to  use  EMC  Corp.’s 
Storage  Router  when  it  ships 
later  this  year  to  gain  virtual¬ 
ization  capabilities. 

“The  nice  part  about  the 
service  modules  is  they’re  go¬ 
ing  to  be  compatible  with  any 
of  their  switches,  which  allows 
them  to  put  intelligence  data 
services  into  an  existing  net¬ 
work,”  said  Nancy  Hurley,  an 
analyst  at  Enterprise  Strategy 
Group  Inc.  in  Milford,  Mass. 

Hurley  said  that  the  ilOK  is 
similar  to  Cisco  Systems  Inc.’s 
MDS  9500  series  switches, 

“but  it  goes  further.  You’d  be 
able  to  lower  your  overall  cost 
because  you’re  using  this 
product  to  consolidate  multi¬ 
ple  SANs  onto  one  switch  and- 
manage  it  all  from  one  central 
[interface],”  Hurley  said. 
“They’ll  leapfrog  Brocade  and 
Cisco  with  this  product.” 

Harr  said  the  ilOK  will  ship 
in  the  next  few  weeks. 

Its  price  tag  will  be  about 
20%  higher  than  that  of  the  In¬ 
trepid  6140,  which  costs  rough¬ 
ly  $1,747  per  port,  according  to 
McData.  ©  51951 


Your  data 
is  7  pounds, 
3  ounces. 


Digital  photography  is  more  than  just  jpeg  files.  It’s 
sharing  a  grin  with  Grandma.  It’s  sending  giggles 
and  gurgles  to  aunts  and  uncles.  That’s  why  Hitachi 
hard  disk  drives  are  the  industry  choice  for  digital 
cameras,  and  proud  parents. 


Medical  data  is  more  than  1’s  and  O’s.  It’s  what  lets 
someone  gain  control  ot  their  lite,  choose  a  doctor  or 
even  find  the  right  kind  of  food.  That’s  why  hospitals 
around  the  world  trust  Hitachi  storage  technologies 
to  protect  their  data,  and  his  stomach. 


Computer  games  are  more  than  just  data.  They’re 
fun,  fodder  for  the  imagination,  even  a  way  to  build 
confidence.  That’s  why  leading  PC  game  system 
designers  use  Hitachi  storage  technologies  to  drive 


their  systems,  and  their  gamers. 


] 


FORTUNE  is  a  registered  trademark  of  the  FORTUNE  Magazine  Division  pf  T  in-re-jitt'. 


Data  security  is  more  than  keeping  1’s  and  O’s  safe. 
To  him,  it  provides  the  confidence  required  to  run  a 
global  enterprise,  and  still  get  a  good  night’s  sleep. 
That’s  why  half  of  the  FORTUNE  100  use  Hitachi 
storage  technologies  to  protect  their  data,  and  their 
peace  of  mind. 


We  realize  that  data  is  more  than  1’s  and  O’! 


hitachiyourdata.com 


Digital  photos  are  really  life’s  special  memories,  and  medical 
records  can  be  the  freedom  to  live  life  to  the  fullest.  We 
understand  the  imagination  inspired  by  gaming  systems  and 
that  a  data  backup  system  really  protects  the  sweat  and  hard 
work  of  an  entire  organization.  In  everything  we  do,  from  the 
smallest  Microdrive®  media  to  the  largest  multi-terabyte  SAN 
solution,  we’re  inspired  by  the  human  side  of  data. 


HITACHI 

Inspire  the  Next 


www.computerworld.com 
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Retailers  Make  Trial  Offers 
On  Shopping  Technologies 

Test  new  in-store 
devices  tied  to 
back-end  systems 


BY  CAROL  SLIWA 

Tired  of  waiting  in  line  at  your 
supermarket’s  deli  counter?  At 
select  Stop  &  Shop  stores,  you 
can  place  an  order  through  a 
tablet-size  PC  that’s  mounted 
on  a  shopping  cart  and  con¬ 
nected  to  a  wireless  network 
and  be  notified  electronically 
when  your  order  is  ready. 

Quincy,  Mass.-based  Stop  & 
Shop  Supermarket  Co.  is  pilot¬ 
ing  the  so-called  intelligent 
shopping  cart  technology, 
which  was  developed  by  IBM 
and  Cuesol  Inc.  The  system  is 
one  of  the  emerging  technolo¬ 
gies  that  will  be  showcased 
this  week  as  part  of  the  X05 
Smart  Store  display  at  the  Na¬ 
tional  Retail  Federation’s  an¬ 
nual  convention  in  New  York. 

But  what  looks  cool  to  the 
outside  world  couldn’t  happen 
without  the  integration  of  nu¬ 
merous  applications,  includ¬ 
ing  the  supermarket  chain’s 
point-of-sale  and  loyalty-card 
systems,  said  Susan  Biahroodi, 


device  that  works 


to  guide  shoppers  to 


Metro  A6  is  tastini 
with  the  Mailer’s 
wine  they've  selected  at  Winteractive  kiosk. 


A 


a  director  of  development 
with  the  information  services 
group  at  Ahold  USA  Inc., 
which  owns  Stop  &  Shop. 

When  customers  scan  their 


loyalty  cards,  the  cart-mount¬ 
ed  PC  —  which  Stop  &  Shop 
calls  a  Shopping  Buddy  —  can 
display  a  wide  range  of  infor¬ 
mation,  including  their  buying 
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histories,  promotional  items, 
personalized  coupon  offers 
and  store  maps. 

In  addition,  the  PCs  are 
equipped  with  laser  scanners 
that  can  read  bar  codes  as 
shoppers  place  items  in  their 
carts,  eliminating  the  need  to 
scan  the  goods  at  checkout. 

The  PC,  which  is  equipped 
with  an  Opera  browser,  com¬ 
municates  via  radio  frequency 
with  an  IBM  WebSphere  serv¬ 
er  running  a  shopper-assistant 
application  that  was  written 
by  Quincy-based  Cuesol.  Web 
services  and  more  traditional 
integration  technologies  con¬ 
nect  the  various  back-end  sys¬ 
tems,  according  to  Shahroodi. 

Planning  Is  Key 

Stop  &  Shop  has  spent  about  a 
year  on  the  project,  she  said. 
“It’s  not  just,  ‘Come  in  and 
plop  down  some  racks  and 
tablets  and  you’re  ready  to  go.’ 
It’s  highly  integrated,  and  you 
have  to  plan  that.” 

The  project  was  originally  a 
joint  development  effort  with 
Cuesol  and  Symbol  Technolo¬ 
gies  Inc.  After  Symbol  pulled 
out  last  year,  Stop  &  Shop 
turned  to  IBM,  Shahroodi  said. 
The  company  rolled  out  the 
IBM  hardware  at  three  stores 
in  Massachusetts  this  month, 
replacing  Symbol  models. 
Plans  call  for  an  expansion  to 
20  more  stores  in  Massachu¬ 
setts  and  Connecticut  begin¬ 


ning  in  June,  Shahroodi  said. 

Among  the  other  cutting- 
edge  technologies  that  will  be 
showcased  in  the  Smart  Store 
at  the  NRF  show  is  an  IBM 
Everywhere  Display  that  is  be¬ 
ing  piloted  by  German  retailer 
Metro  AG  in  the  wine  aisle  of 
its  Future  Store  in  Rheinberg. 

Metro  customers  select  a 
bottle  of  wine  at  a  kiosk,  assist¬ 
ed  by  an  application  that  runs 
on  a  WebSphere  application 
server.  WebSphere  then  trans¬ 
mits  data  to  the  IBM  Every¬ 
where  Display,  which  is  posi¬ 
tioned  above  the  customer 
and  contains  a  video  camera, 
projectors,  mirrors  and  mo¬ 
tion-detection  image  software. 

The  device  projects  arrows 
onto  the  floor  to  help  the  cus¬ 
tomer  find  the  wine.  It  also 
can  beam  an  image  suggesting 
food  that  goes  with  the  wine, 
sale  items  or  a  recipe.  Like  the 
Shopping  Buddy,  Metro’s  new 
technologies  required  integra¬ 
tion  with  various  applications, 
including  its  inventory  man¬ 
agement  system,  said  Albrecht 
von  Truchsess,  a  spokesman 
for  the  retailer. 

The  technologies  are  “fasci¬ 
nating”  but  expensive  for  now 
“because  these  are  all  fairly 
custom  implementations,” 
said  Gartner  Inc.  analyst  Jeff 
Roster.  “It’s  a  complete  system 
—  hardware,  software,  ser¬ 
vices  —  to  get  these  things  up 
and  running.”  ©  51949 


CA  Revamps  Software 
For  DesktBCohversiln 


Unicenter  Desktop  DNArll 

Computer  Associates 
International  Inc. 

■  PRODUCT  SUMMARY:  CA  this 
week  plans  to  announce  the  latest 
release  of  its  software  for  managing 
desktop  PC  upgrades,  with  improve¬ 
ments  to  the  technology  acquired  in 
its  purchase  of  Miramar  Systems 
Inc.  last  March.  The  new  version  is 
designed  to  capture  incremental 
changes  to  a  user’s  PC  configuration 
for  more-efficient  restores  and  up¬ 
grades,  CA  officials  said.  In  addition, 
IT  managers  can  use  Unicenter 


Desktop  DNA  rll  to  keep  user  updates 
backed  up  for  compliance  with  Sar- 
banes-Oxley  Act  requirements.  Remote 
troubleshooting  is  also  enabled. 

■  USER  EXPERIENCE:  Harry  Butler, 
support  center  manager  at  electronics 
supplier  EFW  Inc.,  a  Fort  Worth,  Texas- 
based  division  of  Elbit  Systems  Ltd.,  has 
been  using  the  new  software  since  mid- 
Decemberto  support  1,800  end  users 
in  seven  locations.  He  said  the  product 
more  than  paid  for  itself  when  two  tech¬ 
nicians  were  able  to  convert  60  PCs 
from  Windows  98  to  Windows  XP  in 
less  than  eight  hours  while  retaining  the 
applications  and  settings  that  users  had 


NEW  PRODUCT 


on  the  older  operating  system. 

“No  users  were  inconvenienced,” 
Butler  said.  “When  users  came  in  on  the 
second  shift,  the  PCs  had  Windows  XP, 
but  all  their  shortcuts,  printer  settings, 
screensavers  and  more  were  on  there.” 
He  added  that  without  Desktop  DNA,  he 
would  have  had  to  pay  “many  more 
technicians  overtime  to  do  the  work.” 
Butler  declined  to  comment  on  the  soft¬ 
ware’s  cost,  other  than  to  say  it  was  “a 
small  part"  of  the  $500,000  that  EFW 
spent  on  CA  products  last  year. 

Incremental  updates  of  user  data 
done  weekly  with  rll  are  also  helpful  to 
EFW.  Butler  said.  The  previous  version 
required  capturing  all  of  the  content  on  a 
PC  for  a  backup,  which  Butler  described 
as  a  waste  of  time  and  bandwidth.  Under 
the  old  approach,  a  single  backup  took 


25  minutes,  but  that  time  has  now  been 
reduced  to  several  minutes,  he  said. 

EFW  also  uses  Desktop  DNA  rll  to 
•  regularly  scour  PCs  to  make  sure  that  all 
j  data  is  kept  on  a  network  drive,  where  it 
s  can  be  accessed  to  fulfill  Sarbanes-Ox- 
ley  compliance  requirements.  The  new 
|  version  allowed  EFW  to  write  a  tem¬ 
plate  to  perform  such  work,  Butler  said. 


Improved  preservation  of  a 
user’s  desktop  look  and  feel 

Lets  users  write  custom  appli¬ 
cation-migration  scripts  in  Java, 

instead  of  a  proprietary  language 

..  . 

Includes  an  XML-based  version 
of  an  editor  tool  for  cataloging 
items  that  need  to  be  migrated 


a  ANALYST  ASSESSMENT:  IDC 


analyst  Fred  Broussard  said  that  as 
companies  convert  their  PCs  to 
newer  operating  systems,  including 
the  planned  Longhorn  release  of 
Windows,  tools  such  as  Desktop 
DNA  should  be  “very  helpful."  The 
worldwide  market  for  desktop  up¬ 
grade  management  tools  currently 
amounts  to  less  than  $100  million 
annually,  Broussard  said. 


m  OTHER  VENDORS  IN  THIS 

MARKET:  BMC  Software  Inc.  and 
Novell  Inc. 


*  PRICE:  Starts  at  $22  per  node  for 
100  end-user  systems. 


b  AVAILABILITY:  Tomorrow. 
©  51952 


-Matt  Hamblen 
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China  Taps  AMD.  Lenovo 
For  Wired  Schools  Project 

TAIPEI 

DVANCED  MICRO  DEVICES  INC., 
Lenovo  Group  Ltd.  and  Dawning 
Information  Industry  Co.  last 
week  won  a  contract  to  supply  26,000 
AMD-based  computers  for  newly 
wired  classrooms  in  the  Chinese 
province  of  Hebei. 

Hundreds  of  networked  computer 
classrooms  will  be  built  under  the 
Hebei  Long-Distance  Education  Proj¬ 
ect,  linking  schools  in  rural  and  urban 
areas,  Sunnyvale,  Calif.-based  AMD 
said  in  a  statement.  Financial  terms  of 
the  deal  weren’t  disclosed. 

Every  classroom  will  be  equipped 
with  a  server  based  on  AMD’s 
Opteron  processor  and 
30  desktop  PCs  that  use 
the  company’s  low-cost 
Sempron  chips.  At  least 
200,000  students  will 
benefit  from  the  project, 
according  to  AMD. 

The  servers  will  be  pro¬ 
vided  by  Dawning,  which 
is  based  in  Shenzhen, 

China,  while  the  PCs  will 


be  supplied  by  Beijing-based  Lenovo, 
which  recently  agreed  to  buy  IBM’s 
PC  business  [QuickLink  51396]. 

AMD  has  been  working  hard  in  re¬ 
cent  months  to  build  its  relationships 
with  Chinese  computer  makers  and 
develop  a  stronger  presence  in  China. 
■  SUMNER  LEMON.  ID6  NEWS  SERVICE 


E-Commerce  Crosses 
Borders  in  Europe 

About  27%  of  European  online 
shoppers  have  made  purchases 
at  Web  sites  outside  their  home 
countries,  according  to  a  recent  survey 
of  22,907  European  consumers  by 
Forrester  Research  Inc.  in  Cambridge, 
Mass.  The  problem  is  that  few  Euro¬ 
pean  retailers  actively  target  these 
online  cross-border 
shoppers,  despite  the 
fact  that  they  tend  to 
be  lavish  spenders,  said 
Forrester  analyst  Hellen 
K.  Omwando. 

“As  barriers  to  cross- 
border  fulfillment  fall  and 
international  regulations 
and  pricing  policies  con¬ 
verge,  many  European 


retailers  should  invest  in  engaging 
these  valuable  shoppers,”  Omwando 
wrote  in  a  report  released  last  month. 
Many  of  the  cross-border  shoppers 
hail  from  the  U.K.  or  the  Netherlands, 
and  they  tend  to  like  U.S.  Web  sites 
such  as  Victoriassecret.com,  the  report 
said.  About  90%  of  these  Internet- 
savvy  shoppers  have  bought  some¬ 
thing  online  in  the  past  three  months. 


Software  AG  Acquires 
Israeli  Integration  Firm 

Software  ag  in  Darmstadt,  Ger¬ 
many,  announced  plans  earlier 
this  month  to  acquire  Sabratec 
Ltd.,  a  software  company  based  in  Or- 
Yehuda,  Israel,  for  about  $7  million. 
Software  AG  said  it’s  especially  inter¬ 
ested  in  the  company’s  ApplinX  tech¬ 
nology  for  integrating  legacy  main¬ 
frame  applications  with  other  systems. 

“Software  AG,  best-known  for  its 
Natural  and  Adabas  offerings,  has 
sought  to  grow  revenue  beyond  these 
products’  large  but  aging  revenue 
streams,”  said  Gartner  Inc.  analyst 
Dale  Vecchio.  Buying  Sabratec,  which 
has  about  200  customers  worldwide 
and  a  U.S.  unit  in  New  York,  will  help 
Software  AG  broaden  its  product  line 
for  modernizing  legacy  systems,  said 
Vecchio.  ©  51898 


Compiled  by  Mitch  Betts. 


Briefly  Noted 

China’s  first  network  based  on 
IPv6  began  operating  last  month, 
according  to  the  China  Education 
and  Research  Network  Information 
Center  in  Beijing.  Called  the  China 
Education  and  Research  Network  2, 
or  Cernet2,  the  network  links 
25  universities  in  20  cities  at 
speeds  up  to  lOGbit/sec. 

■  SUMNER  LEMON, 

IDG  NEWS  SERVICE 


Caixa  Catalunya,  Spain’s  third- 
largest  savings  bank,  this  month 
said  that  it  had  awarded  Accenture 
Ltd.  a  10-year  IT  outsourcing  deal 
valued  at  more  than  $290  million. 
The  agreement,  an  extension  of  an 
earlier  contract,  covers  virtually  all 
IT  functions. 


The  government  of  Wales  has 
announced  plans  for  a  life  sciences 
institute  at  Swansea  University  that 
will  feature  a  new  IBM  supercom¬ 
puter  that’s  the  size  of  a  tennis 
court.  Nicknamed  Blue  C,  it  has  an 
average  speed  of  1.7  trillion  floating¬ 
point  operations  per  second  and  a 
maximum  speed  of  2.7TFL0PS. 
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Projected  percentage 
drop  in  IT  spending  at 
German  and  Austrian 
enterprises  this  year. 
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Feds  Look  to  Fill  IT  Skills  Gap  at  Agencies 

With  government  outsourcing  set  to 
expand,  project  management  a  key  focus 


BY  PATRICK  THIBODEAU 

WASHINGTON 

At  his  inauguration  on  Thurs¬ 
day,  President  Bush  is  expect¬ 
ed  to  outline  his  goals  for  the 
next  term.  But  his  IT  staff  is 
already  at  work  on  one  of 
them:  improving  IT  job  skills 
within  the  government. 

Karen  Evans,  U.S.  adminis¬ 
trator  for  e-government  and 
information  technology,  said 
in  a  report  issued  last  month 
that  she  wants  to  eliminate 
what  she  described  as  a  “skills 
gap”  at  half  of  all  federal  agen¬ 
cies  by  the  end  of  the  fiscal 
year  in  September. 

That  covers  a  range  of  IT 
{’.■actions,  including  informa¬ 
tion  security,  application  sup¬ 
port,  systems  analysis  and 


project  management. 

“We  want  agencies  to  de¬ 
velop  short-  and  long-term 
strategies  to  target  invest¬ 
ments  in  people  to  create  a 
quality  workplace  designed  to 
attract,  acquire  and  retain 
quality  talent,”  Evans  said  last 
week  in  a  written  response  to 
questions  about  her  plan. 

At  the  U.S.  Department  of 
Homeland  Security,  CIO  Steve 
Cooper  recently  created  an  IT 
Human  Capital  Center  for  Ex¬ 
cellence  that’s  intended  to  be  a 
focal  point  for  skills  develop¬ 
ment.  The  department  is  now 
collecting  data  on  its  IT  skills 
and  will  develop  programs 
that  stem  from  those  findings, 
he  said  via  e-mail. 

Cooper  added  that  his  over¬ 


arching  goal  is  to  build  and 
maintain  an  efficient  and  ef¬ 
fective  IT  workforce  and  make 
his  agency  “the  employer  of 
choice  for  IT  professionals.” 

One  key  skills  area  for  the 
government  is  project  man¬ 
agement.  There  are  some 


Job  Considerations 


■  IT  is  the  third  most  popular 
category  among  federal  job 
seekers  on  the  government’s 
www. usajobs.opm.gov  Web 
site,  after  clerical  and  gener¬ 
al  management  positions. 

■  Between  750  and  1,000 
IT  vacancies  are  posted  on 
the  site  each  month.  On  any 
given  day,  job  seekers  will 
find  200  to  400  open  IT 
positions,  from  entry-level 
work  to  CIO  roles. 


76,000  federal  IT  employees, 
and  many  of  them  work  with 
contractors  and  outsourcing 
vendors. 

For  instance,  Input,  a  market 
research  firm  in  Reston,  Va., 
predicted  last  month  that  fed¬ 
eral  IT  outsourcing  will  grow 
at  a  rate  of  8.3%  annually, 
from  $11.7  billion  last  year 
to  $17.4  billion  in  2009. 

Managers  Needed 

“What’s  driving  this  is  the  ad¬ 
ministration’s  emphasis  on 
managerial  skills  to  run  com¬ 
plex  programs  and  run  them 
effectively,”  said  Ray  Bjork- 
lund,  an  analyst  at  Federal 
Sources  Inc.  in  McLean,  Va. 
That  includes  both  outsourced 
and  in-house  IT  projects, 
Bjorklund  added. 

Evans  said  in  her  report  that 
the  government  has  made  sig¬ 
nificant  progress  in  the  past 
year  in  increasing  the  project 
management  skills  of  its  IT 
staffers  and  that  75%  of  them 


are  now  qualified  as  project 
managers.  She  added  that  fed¬ 
eral  officials  continue  “to  raise 
the  capability  and  maturity”  of 
IT  project  managers  through 
training  opportunities  such  as 
a  planned  executive  exchange 
with  the  private  sector.  A  pilot 
is  due  later  this  year. 

Improved  project  manage¬ 
ment  skills  will  be  necessary 
to  meet  another  goal  outlined 
by  Evans,  who  is  the  govern¬ 
ment’s  top  IT  official.  Evans 
said  she  eventually  wants  all 
federal  agencies  to  ensure  that 
performance  shortfalls  and 
cost  and  schedule  overruns 
average  less  than  10%  on  their 
IT  projects.  This  year’s  goal 
is  to  have  at  least  half  of  the 
agencies  meet  that  standard. 
©51954 
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Lawsuit  Reveals  an  Open  BlackBerry 


Canadian  bank  submits  intercepted  PIN 
messages  as  evidence  against  ex-execs 


BY  JAIKUMAR  VIJAYAN 

RIVATE  MESSAGES 
exchanged  using  cor¬ 
porate  BlackBerry 
wireless  devices  may 
not  be  quite  so  private  after 
all.  In  fact,  even  the  so-called 
PIN  messages  that  many  users 
thought  were  untraceable  can 
be  logged. 

The  lack  of  BlackBerry  pri¬ 
vacy  became  clear  in  a  lawsuit 
filed  in  Toronto  last  week  by 
Canadian  Imperial  Bank  of 
Commerce  (CIBC).  The  bank 
submitted  scores  of  Black¬ 
Berry  e-mails  and  PIN  mes¬ 
sages  as  evidence  that  several 
former  executives  took  confi¬ 
dential  information  from  the 
company  and  tried  to  recruit 
others  while  they  were  still 
employees  of  the  bank. 

The  lawsuit  was  filed 
against  Genuity  Capital  Mar¬ 
kets,  a  Toronto-based  invest¬ 
ment  management  firm  estab¬ 


lished  by  six  former  CIBC 
employees.  David  Kassie, 
Genuity’s  CEO,  declined  to 
comment  about  the  suit. 

The  messages  that  were 
submitted  as  evidence  includ¬ 
ed  ones  sent  between  Black- 
Berries  using  the  devices’ 
personal  identification  num¬ 
bers  (PIN)  instead  of  e-mail 
addresses. 

That  form  of  BlackBerry 
communication  has  been  con¬ 
sidered  by  many  users  to  be 
more  private  than  sending 
messages  between  e-mail 
addresses,  because  PIN  mes¬ 
sages  are  sent  directly  from 
one  device  to  another.  Stan¬ 
dard  BlackBerry  e-mail  is 
routed  via  an  enterprise  serv¬ 
er  and  can  be  logged  and 
archived  like  other  e-mail 
messages. 

BlackBerry  devices  are 
manufactured  by  Toronto- 
based  Research  In  Motion 


Ltd.,  which  claims  over  2  mil¬ 
lion  subscribers  at  thousands 
of  companies  worldwide. 

“PIN  messaging  is  common 
in  financial  circles  and  work¬ 
groups,”  said  an  executive  at  a 
Toronto-based  technology 
vendor  who  asked  not  to  be 
identified.  “It’s  kind  of  like  an 
SMS  or  instant  message”  that 
can’t  be  monitored  or  logged 
by  the  BlackBerry  Enterprise 
Server,  the  executive  said. 
Thus,  many  people  use  the 
feature  to  exchange  private  or 
sensitive  information. 

Unexpected  Gap 

The  fact  that  CIBC  logged 
such  messages  is  bound  to 
surprise  many  people,  said 
Thomas  Smith,  a  director  of 
the  International  BlackBerry 
User  Group  in  Mountain 
View,  Calif. 

“I  wasn’t  aware  that  PIN 
messages  could  be  logged,  but 
I’m  not  completely  shocked  ei¬ 
ther,”  said  Smith,  who  adminis¬ 
ters  more  than  500  BlackBerry 
devices  at  his  Houston-based 


employer,  which  he  asked  not 
to  be  named.  Users  of  such  de¬ 
vices  “without  question”  be¬ 
lieve  that  PIN  messages  can’t 
be  logged,  he  said. 

But  that’s  a  mistake,  said  Rob 
Moffat,  president  of  Wallace 
Wireless  Inc.,  an  Amherst, 


BlackBerry  PIN 
Messaging 

?  PIN  messages  are  sent  direct¬ 
ly  from  one  BlackBerry  device  to 
another  without  being  routed 
through  the  BlackBerry  Enter¬ 
prise  Server. 

■  PIN  messages  go  from  a  de¬ 
vice  to  a  network  radio  tower 
and  on  to  the  eceiving  device. 

i  The  server  can't  log  such  mes¬ 
sages,  but  third-party  software  is 
available  that  can  capture  PIN 
messages  and  route  them  to  the 
server. 

PIN  messages  are  also  stored 
on  the  device  itself  and  can  be 
retrieved  if  they  aren’t  deleted. 


N.Y.-based  vendor  of  software 
for  BlackBerry  devices.  “There 
is  some  misunderstanding 
about  the  ability  to  archive 
such  messages,”  he  said. 

The  reality  is  that  such  mes¬ 
sages  can  indeed  be  logged, 
said  Moffat,  whose  company 
sells  software  that,  among  oth¬ 
er  things,  can  be  used  to 
capture  BlackBerry  PIN  com¬ 
munications.  The  function  is 
increasingly  being  used  by 
financial  services  firms  and 
government  agencies  to  log 
BlackBerry  communication, 
he  said.  “There’s  Nasdaq, 
NASD  and  Sarbanes-Oxley 
stuff  that  these  companies 
need  to  comply  with,”  he  said. 

The  news  should  come  as 
no  surprise  to  security  profes¬ 
sionals,  said  Pete  Lindstrom, 
an  analyst  at  Malvern,  Pa.- 
based  Spire  Consulting  LLC. 
“Most  people  think  of  peer- 
to-peer  communications  as  a 
person-to-person  thing,”  he 
said.  “But  somewhere  in  be¬ 
tween,  there’s  almost  always  a 
server.”  ©  51950 


Continued  from  page  1 

Academia 

university’s  vice  president 
of  IT,  wrote  in  an  e-mail  mes¬ 
sage  to  all  of  the  people  who 
were  affected  by  the  incident. 
“However,  it  is  possible  that 
the  data  on  the  server  could 
be  used  for  identity  theft.” 

The  breach  at  George 
Mason  is  the  latest  in  a  list 
of  incidents  involving  acade¬ 
mic  institutions,  including 
separate  ones  that  took  place 
last  year  at  the  University  of 
California’s  campuses  in 
Berkeley  and  Los  Angeles 
(see  box). 

In  a  survey  of  501  colleges 
and  universities  conducted 
last  fall  by  The  Chronicle  of 
Higher  Education  Inc.  and 
Gartner  Inc.,  41%  of  the  re¬ 
spondents  said  hackers  had 
succeeded  in  penetrating  their 
systems.  Fifty-three  percent 
reported  denial-of-service 
attacks,  and  14%  reported 


unauthorized  access  to  stu¬ 
dent  data. 

But  there  is  a  growing 
awareness  of  the  potential 
cost  and  risk  to  reputation  as¬ 
sociated  with  lax  security,  and 
a  better  understanding  of  the 
broader  threat  that  unsecured 
university  networks  can  pose, 
said  Rodney  Petersen,  a  policy 
analyst  at  Educause,  a  Wash¬ 
ington-based  nonprofit  associ¬ 
ation  of  1,900  universities. 

Educause  has  been  working 


since  July  2000  to  foster  a 
higher  level  of  security  aware¬ 
ness  among  academic  institu¬ 
tions.  The  group  has  set  up 
task  forces  that  are  creating 
guidelines  designed  to  help 
universities  locate  and  classify 
their  IT  assets,  assess  the  risks 
those  assets  face  and  develop 
appropriate  mitigation  strate¬ 
gies,  Petersen  said. 

“Higher-education  institu¬ 
tions  have  come  a  long  way,” 
he  said.  “It’s  not  like  we’re  sit¬ 


ting  passively  and  waiting  for 
things  to  happen.” 

One  school  that’s  taking 
action  is  UCLA,  which  is  mak¬ 
ing  a  broad  attempt  to  change 
attitudes  about  IT  security 
after  last  June’s  theft  of  a  lap¬ 
top  containing  personal  infor¬ 
mation  about  145,000  blood 
donors,  said  Kent  Wada,  the 
school’s  director  of  IT  policy. 

Increasing  Awareness 

For  instance,  UCLA  has 
launched  an  awareness  cam¬ 
paign  to  dissuade  users  from 
storing  sensitive  data  on  re¬ 
movable  disk  drives  and  Uni¬ 
versal  Serial  Bus  devices.  It’s 
also  trying  to  encourage  more 
encryption  of  stored  data  and 
is  setting  policies  that  prohibit 
users  from  downloading  regu¬ 
lated  data,  such  as  health 
records,  to  personal  systems 
that  are  connected  to  the 
school’s  network,  Wada  said. 

But  efforts  to  improve  IT  se¬ 
curity  face  big  challenges  on 
many  campuses,  other  higher- 


education  IT  managers  said. 

The  need  for  academic  insti¬ 
tutions  to  provide  relatively 
unfettered  access  to  data,  com¬ 
bined  with  the  highly  decen¬ 
tralized  nature  of  university 
operations,  contributes  to  the 
potential  for  security  breaches, 
said  Stan  Gatewood,  chief  in¬ 
formation  security  officer  at 
the  University  of  Georgia  in 
Athens. 

UGA  has  a  600-acre  main 
campus  and  a  presence  in 
every  county  in  Georgia.  It  has 
more  than  60,000  registered 
users  on  its  network  and  man¬ 
ages  “well  over  25,000  servers 
and  miles  and  miles  of  fiber,” 
Gatewood  said.  He  added  that 
protecting  such  a  vast  IT  in¬ 
frastructure  can  be  daunting 
in  a  culture  where  easy  access 
to  information  always  trumps 
security  concerns. 

“We  are  battling  change  in 
an  environment  with  a  mind¬ 
set  that  for  years  has  been  set 
in  its  ways,”  Gatewood  said. 
©51953 


Bad  Marks  on  Security 


OCTOBER  2004:  The  University  of  California,  Berkeley,  reports  that  un¬ 
known  hackers  had  gained  access  to  a  database  containing  confidential 
information  on  1.4  million  recipients  and  providers  participating  in  a 
California  Department  of  Social  Services  program. 

JUNE  2004:  UCLA  discloses  that  a  laptop  containing  personal  informa¬ 
tion  on  145,000  blood  donors  is  missing. 

MARCH  2003:  ■  A  server  containing  credit  card  information  on  more 
than  57,000  patrons  of  the  Georgia  Institute  of  Technology's  arts  and 
theater  program  is  breached. 

■  Hackers  steal  information  on  more  than  55,000  students  and 
staffers  from  a  database  at  the  University  of  Texas  at  Austin. 


To  read  IDC’s  Adapting  to  Change:  Blade  Systems  Move  into  the  Mainstream,  visit  hp.com/go/bladesmagl9 
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DON  TENNANT 


C-F-Uh-dh 


DO  YOU  GET  THE  FEELING  there  are  a 
lot  of  CFOs  around  who  are  looking  at 
the  IT  job  market  and  saying,  “Uh-oh”? 
They’re  probably  thinking  they  just 
might  have  a  teensy  bit  of  a  problem  on 
their  hands.  And  they’re  probably  right. 


I’m  thinking  about 
the  salary  survey  we 
conducted  in  October 
[QuickLink  a5080],  in 
which  we  found  that  a 
lot  of  IT  pros  had  just 
about  had  it  with  a  third 
straight  year  of  chintzy 
pay  raises.  Considering 
that  many  of  them  were 
dealing  with  increased 
workloads  and  the  conse¬ 
quent  demands  not  just 
on  their  professional  lives 
but  on  what  used  to  be  their  person¬ 
al  time  as  well,  you  have  to  wonder 
what  effect  all  that  had  on  their  loy¬ 
alty  and  whether  they  had  visions  of 
jumping  ship  the  first  time  an  oppor¬ 
tunity  arose. 

What  has  to  be  causing  many 
CFOs  some  angst  now  is  that  those 
opportunities  indeed  appear  to  be 
arising.  A  red  flag  probably  went  up 
earlier  this  month  when  Karen 
Evans,  the  federal  government’s  de 
facto  CIO,  reported  significant  IT 
skills  gaps  in  the  federal  government 
and  set  the  goal  of  eliminating  those 
gaps  at  half  of  all  federal  agencies 
by  the  end  of  the  year  [QuickLink 
51852].  Analysts  expect  that  the  only 
way  to  do  that  will  be  for  the  govern¬ 
ment  to  farm  more  work  out  to  the 
private  sector,  increasing  demand  for 
workers  who  may  feel  they’ve  been 
undercompensated. 

A  couple  of  recent  studies,  more¬ 
over,  indicate  that  the  IT  job  market 
is  heating  up  enough  to  give  workers 
good  reason  to  believe  they  need  not 
feel  stuck  in  a  position  they  don’t 
want  to  be  in.  Hudson  Global  Re¬ 
sources  earlier  this  month  released 
its  findings  from  a  December  survey 
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of  9,000  U.S.  IT  workers, 
37%  of  whom  said  they 
expect  their  employers 
to  do  some  hiring  —  up 
from  33%  in  November. 
That  study  came  on  the 
heels  of  one  conducted 
by  CIO  magazine,  a  sister 
publication  of  Computer- 
world,  in  which  13.6% 
of  243  CIOs  surveyed 
reported  difficulties  in 
finding  the  IT  labor  they 
need  [QuickLink  51699]. 
That’s  the  highest  percentage  to  ex¬ 
press  that  concern  since  the  fourth 
quarter  of  2001. 

All  those  numbers  translate  into 
real-world  opportunities,  like  Home 
Depot  needing  to  fill  425  openings  at 
its  new  Austin  data  center,  as  a  Texas 
newspaper  reported  last  month.  And 
workers  with  computer-related  skills 
are  likely  to  be  considering  their  op¬ 
tions  with  technology  vendors  that 


are  increasingly  getting  into  hiring 
mode  too.  Microsoft  said  just  last 
week  that  it  plans  to  hire  3,000  em¬ 
ployees  in  the  Puget  Sound  region  of 
Washington  alone  this  fiscal  year. 

So  while  everything  isn’t  all  rain¬ 
bows  and  roses  yet  —  I’m  sure  I’ll 
get  my  fair  share  of  letters  from  un¬ 
employed  IT  workers  who  wonder 
what  fairy  kingdom  I’m  living  in 
with  all  this  job-market  cheer  —  the 
fact  is,  things  are  looking  up  and  ex¬ 
pectations  are  changing. 

I  know  mine  are.  One  of  my  kids 
(actually,  he’s  a  naval  officer,  so  I 
guess  he  really  isn’t  a  kid)  entered 
the  U.S.  Naval  Academy  in  1999  to 
get  a  computer  science  degree.  By 
the  end  of  his  second  year,  when  the 
prospects  for  that  particular  field 
were  appearing  a  little  bleak,  I’m 
sure  I  wasn’t  the  only  one  thinking, 
“Uh-oh.”  Not  anymore.  He  just  com¬ 
pleted  his  master’s  degree  in  com¬ 
puter  science  under  a  scholarship  to 
Cambridge  University  in  England, 
and  no  one  is  questioning  his  choice 
of  career  paths. 

Including,  I  would  suspect,  the 
Navy’s  CFO.  ©  51900 


THORNTON  A.  MAY 

It’s  Time  to 
Fix  Tech 
Marketing 


“D 


O  YOU  HAVE  any 
idea  how  much 
money  my  vendor 
wastes  in  its  attempt  to  mar¬ 
ket  to  me?” 

That’s  one  of  the  most  frequently 
heard  laments  among  the  IT  leaders 
participating  in  the  Annual  Vendor 
Toxicity  Survey  now  being  conducted 
at  the  IT  Leadership  Academy  at  Flori¬ 
da  Community  College  at  Jacksonville. 
In  fact,  assemble  any  senior  group  of 
IT  thinkers,  and  even  though  they’ll 
probably  fight  over  middleware  strate¬ 
gy,  Sarbanes-Oxley  compliance  cam¬ 
paigns,  outsourcing  initiatives  and  the 
future  of  Linux,  they’ll  agree  that  the 
way  vendors  market  products  and  ser¬ 
vices  is  dysfunctional,  if  not  an  actual 
roadblock  to  value 
creation. 

Why  is  this?  Are 
vendor  marketing 
people  stupid? 

The  Toxicity  Sur¬ 
vey  has  revealed  sev¬ 
eral  causal  elements: 

1.  Inappropriate  and 
outdated  mental  models 
on  why  and  how  tech¬ 
nologies  enter  the  orga¬ 
nization.  The  days  of 
“crossing  the  chasm” 
are  over.  Geoffrey 
Moore,  the  creator  of 
this  once-dominant  descriptive  frame¬ 
work,  has  moved  on;  vendors  should 
too.  The  simplistic,  product-centric 
characterization  of  customers  as  inno¬ 
vators,  early  adopters,  early  majority, 
late  majority  or  laggards  has  given  way 
to  a  much  more  fragmented  and  nu- 
anced  set  of  behavioral  buying  clus¬ 
ters.  Just  as  society  has  fragmented 
into  categories  such  as  soccer  moms,  - 
NASCAR  dads  and  underemployed 
knowledge  workers,  so  too  have  tech¬ 
nology  entry  points  atomized.  Most 
vendor  marketing  programs  haven’t 
been  successful  at  targeting  the  tribal 
leaders  of  these  buying  clusters. 

2.  Total  disconnect  from  the  political  and 
organizational  challenges  facing  the  CIO. 
Vendors  aren’t  inside  the  heads  of  IT 
leaders.  Too  many  continue  to  prattle 
on  about  features  and  functions,  but 
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All  Roads  Lead  to  IP 

To  consumers,  IP  telephony  means  making  cheap  long¬ 
distance  phone  calls  over  the  Internet.  But  for  corpo¬ 
rate  America,  the  convergence  of  voice,  video  and  data 
on  a  single  IP  network  is  much  more.  It’s  a  dramatic 
new  way  of  thinking  about,  and  managing,  communications, 
with  voice  traffic  acting  like  any  other  packet  on  the  network 
and  telephones  acting  as  just  another  network  client. 


Converged  IP  networks  allow  for  a 
wide  variety  of  new  applications  to 
ride  on  the  network  and  interact,  in¬ 
cluding  IP  telephony,  audioconferenc¬ 
ing,  videoconferencing,  unified  mes¬ 
saging  and  presence  technologies 
(like  chat). 

Getting  Started 

Corporate  America  is  just  starting 
down  the  road  to  voice-over-IP 
(VoIP)  communications,  though 
every  analyst  says  it’s  just  a  matter  of 
time  before  it  becomes  mainstream. 
“By  2009,  the  installed  base  of  IP 
[communications]  equipment  will 
dominate  the  enterprise  landscape, 
but  that’s  still  a  few  years  away,”  says 
Robert  Rosenberg,  president  of  In¬ 
sight  Research  Corp.  in  Boonton,  N.J. 

There  are  several  reasons  why  VoIP 
hasn’t  been  an  overnight  success.  Com¬ 
panies  started  testing  the  waters  of 
VoIP  in  2001,  but  there  were  serious 
concerns  about  voice  sound  quality 
that  slowed  the  momentum  (those  con¬ 
cerns  have  been  largely  resolved). 
Moreover,  one  of  the  key  reasons  for 
implementing  VoIP  was  to  reduce  the 
long-distance  charges  associated  with 
the  traditional  phone  networks,  yet 
those  charges  have  dropped  so  low  that 
those  cost  savings  are  less  dramatic. 

The  cost  of  IP  phones  is  another 
reason  for  the  slow  pace.  “The  cost  of 
going  VoIP  is  certainly  a  factor  here, 
since  the  price  of  newer  IP  phones 
will  continue  to  be  about  25%  higher 
than  the  [traditional]  alternative,” 
Rosenberg  says. 

“VoIP  never  was  and  never  will  be 


the  least  expensive  way  to  deliver 
voice  to  the  enterprise,  but  the  allure 
of  VoIP’s  rich  applications  like  video 
telephony  will  slowly  convert  legacy 
customers,”  he  adds. 

Indeed,  there  are  a  variety  of  reasons 
for  moving  to  a  converged  IP  network. 
Users  report  benefits  such  as  the  fol¬ 
lowing: 

■  Much  lower  costs  for  audioconferencing. 

■  The  ease  of  moving,  adding  and  chang¬ 
ing  phones. 

■  The  fact  that  the  IT  staff  can  manage  a 
single  network  infrastructure  out  of  the 
data  center,  instead  of  two  or  more  very 
different  networks. 

Thumbs  Up 

Early  users  are  giving  a  thumbs  up  to 
converged  networks,  saying  their  tech¬ 
nology  choices  have  saved  money  and 
made  their  voice  communications  se¬ 
tups  more  flexible.  Some  implement 
pure  VoIP  systems,  while  others  rely 


Components 
Of  VoIP 

■  Codecs  (compression/ 
decompression  algorithms) 

■  TCP/IP  and  VoIP  protocols 

■  IP  telephony  servers  and  PBXs 

■  VoIP  gateways  and  routers 

■  IP  phones  and  softphones 

SOURCE:  TAKING  CHARGE  OF  YOUR  VOIP 
PROJECT.  BY  JOHN  Q.  WALKER  AND 
JEFFREY  T.  HICKS  (CISCO  PRESS.  2004) 


on  a  hybrid  of  IP  and  circuit-switched 
technologies.  Either  way,  the  users  say 
they’re  realizing  greater  efficiencies 
just  by  starting  to  merge  their  voice 
and  data  networks. 

IBM,  for  example,  is  rolling  out  a 
global  VoIP  network  over  the  next  five 
years  that’s  expected  to  cut  voice/data 
communications  costs  by  25%,  ac¬ 
cording  to  Fred  Spuleck,  director  of 
global  voice  infrastructure  at  IBM. 

One  efficiency  will  come  from  lower¬ 
ing  the  number  of  IBM’s  private 
branch  exchange  (PBX)  switches  from 
the  current  count  of  about  900  to  just 
11  IP-based  PBXs,  Spuleck  says. 

Pure  VoIP  supporters  say  their  sys¬ 
tems  are  more  resilient  and  can  more 
easily  support  video  or  voice  confer¬ 
encing  as  well  as  new  data  applica¬ 
tions.  For  example,  IBM’s  new  VoIP 
network  will  allow  easy  creation  of  an 
audioconferencing  system  that  will 
cut  the  company’s  annual  costs  for 
that  capability  in  half,  Spuleck  says.  A 
VoIP  project  at  SouthTrust  Bank  in 
Birmingham,  Ala.,  will  save  $1  million 
annually  on  conference  calling  alone 
and  “several  million  dollars”  overall, 
says  Stanley  Adams,  the  bank’s  group 
vice  president  of  network  services. 

On  the  other  hand,  users  of  hybrid 
systems  say  they  want  to  hold  on  to 
the  value  of  large  investments  in  time 
division  multiplexing  (TDM)  switch¬ 
es,  and  they  suggest  that  a  hybrid  net¬ 
work  would  provide  a  backup  if  a  ma¬ 
jor  virus  or  other  security  incident  af¬ 
fected  their  data  networks. 

GMAC  Commercial  Holding  Corp. 
in  Horsham,  Pa.,  has  adopted  a  hybrid 
approach  that  relies  on  older  TDM 
switches  but  also  provides  IP  telepho¬ 
ny  capabilities  configured  on  top  of  a 
Multiprotocol  Label  Switching  serv¬ 
ice  to  106  locations  globally,  says  CIO 
Niraj  Patel.  The  annual  costs  should 
be  5%  to  10%  less  than  GMAC  Com¬ 
mercial  Holding’s  previous  system, 
with  last  year’s  savings  amounting  to 
$120,000,  he  says. 

But  hybrid  implementations  are 
just  a  temporary  phase  in  the  evolu- 
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People  Issues 

WHILE  VoIP  BECOMES  MORE  popular, 
some  IT  managers  are  wrestling  with  the 
process  of  merging  their  historically  very 
separate  voice  and  data  communications 
staffs.  “Every  day  I  feel  like  firing  some¬ 
body.”  says  a  frustrated  IT  manager  who 
works  at  a  trucking  and  transportation  con¬ 
glomerate.  She  says  an  ongoing  effort  to 
blend  voice  and  data  staffs  has  led  to  fre¬ 
quent  battles  among  workers  over  their 
roles  in  the  combined  unit. 

But  it  can  be  done.  “It’s  working  out  for 
us,”  says  David  Stever,  manager  of  commu¬ 
nication  technology  services  at  PPL  Ser¬ 
vices  Corp.,  an  energy  utility  in  Allentown, 
Pa.  PPL  started  planning  for  voice  and  data 
convergence  about  six  years  ago,  so  it  had 
time  to  sort  through  problems  and  plan 


carefully,  he  says.  Sixty  employees  who  for¬ 
merly  were  dedicated  to  either  voice  or  data 
networks  now  work  together  to  handle  all 
types  of  communications  needs  in  three  in¬ 
tegrated  groups:  infrastructure  and  plan¬ 
ning,  application  design,  and  operations. 

Donald  Van  Doren,  president  of  Van¬ 
guard  Communications  Corp.,  a  consulting 
firm  in  Morris  Plains,  N.J.,  says  the  complex¬ 
ity  of  combining  voice  and  data  staffs  is  a 
big  concern.  “The  heritage  of  data  and  voice 
guys  is  just  different,"  he  says.  “It’s  in  the 
DNA.” 

Van  Doren  says  that  an  organizational 
structure  similar  to  PPL's  is  an  effective  way 
to  start,  with  staffers  assigned  to  support 
the  network  infrastructure,  applications  or 
devices  such  as  phones  and  PCs. 


tion  of  IP  communications.  Most  new 
enterprise  voice  systems  purchased 
over  the  next  several  years  will  be  IP- 
based,  according  to  ABI  Research  in 
Oyster  Bay,  N.Y.  The  research  firm 
says  that  by  2006, 90%  of  all  new  IP 
phone  systems  shipped  will  be  pure 


IP,  not  hybrids. 

In  most  cases,  corporate  IT  man¬ 
agers  are  opting  to  install  VoIP  in 
small  pilot  programs  at  branch  offices 
or  new  locations.  (Plus,  PBXs  general¬ 
ly  have  a  seven-  to  15-year  life,  so  com¬ 
panies  often  wait  until  their  PBX  sys¬ 


tems  die  before  they  move  to  VoIP.) 

“The  cost  of  IP  [telephony]  is  justi¬ 
fied  only  when  you  start  something 
new,  not  as  a  replacement,”  says  Geir 
Ramleth,  CIO  at  engineering  and  con¬ 
struction  group  Bechtel  Corp. 

Remaining  Challenges 

VoIP  technology  is  still  more  difficult 
to  implement  than  the  vendors  would 
have  you  believe.  IT  managers’  top 
concerns  include  the  following: 

■  Management  tools.  VoIP  requires 
special  tools  and  skills  because  voice 
traffic  is  far  more  sensitive  than  data 
to  common  problems  such  as 
dropped  or  delayed  packets. 

■  Reliability.  When  an  employee  picks 
up  the  phone  —  whether  it’s  the  CEO 
or  a  sales  rep  —  he  expects  a  dial  tone. 

■  Security.  Placing  voice  traffic  on 
the  IP  network  means  that  VoIP 
could  be  subject  to  the  same  sorts  of 
security  attacks  that  plague  today’s 
data  networks. 

This  report  provides  advice  — 
from  your  peers  —  about  the  costs 
and  benefits  of  IP  communications, 
as  well  as  how  to  solve  those  manage¬ 
ment  and  security  issues. 


Voice-over-IP  will  dominate  the  enterprise  in  the  next 
few  years  -  are  you  ready?  It’s  a  dramatic  change,  but 
Computerworld’s  new  Executive  Bulletin  on  IP 
Communications  will  help  you  get  there!  Early  adopters 
are  already  saving  millions  of  dollars.  Get  this  report  to 
learn  the  new  lingo  and  obtain  advice  from  your  peers  on 
hot  topics  such  as  monitoring  tools,  security  and  ROI. 

For  a  limited  time,  get  this  full  report 

(a  $49.95  value),  for  free  compliments  of  Cisco. 

www.computerworld.com/ipbulletin 
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BECAUSE  HYBRID  IS 
ACTUALLY  NOT  A  SOLUTION 

(EXCEPT  FOR  CARS.) 


Hybrid  is  as  hybrid  does.  And  when  it  comes  to  IP  Communications,  hybrid  doesn't  do  much  more  than  compromise.  Hybrid  doesn't 
do  seamless  failover.  Doesn't  do  scalability.  Doesn't  do  end-to-end  security.  Ditto  for  remote  upgrades.  So  if  it's  a  car,  go  hybrid.  But 
if  it's  a  networking  and  communications  strategy  you're  driving,  make  sure  you  drive  the  integrated,  secure,  end-to-end  solution:  To 
learn  more  about  Cisco  IP  Communications  solutions  or  to  find  a  service  provider  that  offers  these  managed  services  over  a  Cisco 
Powered  Network,  visit  cisco.com/domore.  COMMUNICATION.  THE  NEW  FASHIONED  WAY.  CISCO  IP  COMMUNICATIONS. 
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today  those  are  the  last  things  on  the 
minds  of  IT  leaders.  They’re  wrestling 
with  risk  management,  real-world  eco¬ 
nomics,  internal  politics,  and  the  prob¬ 
lems  of  generating  momentum  and  de¬ 
livering  value  via  behavior  change. 

3.  History-based  skepticism  of  vendor 
claims.  As  one  IT  leader  succinctly  put 
it,  “They  lie  to  us!” 

4.  The  total  cost-to-value  relationship  of 
solutions.  Another  question  that  was 
frequently  heard  during  the  research 
was,  “How  many  consultants  does  it 
take  to  make  your  software  work?” 

The  litany  of  things  being  done 
wrong  is  too  extensive  to  cover  fully 
here.  The  bottom  line  is  that  vendors 
offering  products  and  services  that  can 
truly  help  organizations  aren’t  getting 
the  attention  they  deserve. 

One  of  the  symptoms  of  the  broken 
marketing  model  that’s  now  in  place  is 
the  sad  fact  that  vendors  are  being  de¬ 
nied  access  to  the  “gated  communities” 
where  problems  are  laid  out,  solution 
alternatives  are  examined  and  deci¬ 
sions  are  made.  Two  things  have  to 
happen.  Vendors  have  to  somehow  get 
inside  those  gates.  This  will  require  a 
whole  new  kind  of  trust-based  market¬ 
ing  —  as  opposed  to  T-shirt-based 
marketing.  And  marketers  will  have  to 
create  messages  that  focus  on  deliv¬ 
ered  value,  not  technical  sophistry. 

As  a  futurist,  I  predict  that  the  next 
big  thing  isn’t  going  to  be  what  tech¬ 
nology  does;  it’s  going  to  be  how  tech¬ 
nology  is  marketed  and  sold.  How  you 
sell  will  have  a  big  impact  on  whether 
you  sell.  Vendors  are  going  to  have  to 
dismantle  their  Industrial  Age  product 
marketing  assembly  lines  and  learn 
|  some  new  tricks.  ©  51825 

PIMM  FOX 

Battling 
The  Inner 
Capitalist 

Real  innovation  and 
technology  advances 
don’t  happen  as  a  result 

of  stock  options. 

Stock  options  breed  envy,  dissatisfac¬ 
tion  and  disgruntlement  in  the  work¬ 
place.  Why?  Because  we’re  human. 

Take  a  look  at  Google,  the  search- 
engine  innovator  that  managed  to  pro¬ 
long  its  private  status  in  order  to  con¬ 
centrate  on  great  ideas  and  IT. 

t  £ 


Google  really  was  differ¬ 
ent.  Its  initial  public  offer¬ 
ing  highlighted  the  online 
auction  process,  and  the 
company’s  constant  innova¬ 
tion  —  e-mail,  academic 
library  searches  and  news 
alerts  —  has  helped  it  battle 
and  outflank  Microsoft  and 
Yahoo  in  the  search-engine 
wars. 

But  Google  is  subject  to 
the  same  human  frailty  we 
all  face:  envy. 

A  rarely  invoked  Securities  and  Ex¬ 
change  Commission  law  requires  that 
many  of  the  company’s  employee 
shareholders  must  disclose  exactly 
how  much  Google  stock  they  have  sold. 

The  rule.  No.  701  for  those  of  you 
keeping  track  of  SEC  footnotes,  offers 
certain  tax  advantages  to  employees 
who  purchase  shares  prior  to  an  IPO. 
The  kind  of  stock  they  own  is  charac¬ 
terized  as  restricted  and  technically 
puts  them  in  the  same  circle  as  execu¬ 
tive  officers  and  directors  of  the  com¬ 
pany.  And  while  the  stock  sales  haven’t 
turned  the  spotlight  on  an  army  of 
Google  millionaires,  about  400  em¬ 
ployees  (out  of  3,000)  have  so  far  been 
affected  by  the  legal  mandate. 

Everyone  expects  the  founders  and 
the  venture  capitalists  to  make  mil¬ 
lions  when  a  company  goes  public,  and 
there’s  certainly  a  paparazzi-like  quali¬ 


ty  to  finding  out  who  made 
how  much.  (Company 
parking  lots  in  Silicon  Val¬ 
ley  have  been  wonderful 
barometers  for  the  ups  and 
downs  of  the  stock  market 
since  the  days  of  the  tech 
bubble.) 

But  now  the  game  of 
keeping  score  has  filtered 
down  to  the  Dilbert  level. 
When  co-workers  know 
you  have  a  couple  of  mil¬ 
lion  tucked  away,  do  they 
treat  you  any  differently?  If  you  are 
both  doing  the  same  job,  do  they  treat 
the  work  any  differently  as  well? 

It  wouldn’t  be  fair  to  single  out 
Google  stock-owning  employees  for 
feelings  that  we  all  might  harbor.  And 
the  capitalist  lure  of  getting  shares  in 
a  soon-to-be-public  company  is  the 
upper-middle-class  version  of  winning 
the  lottery.  You’ve  got  to  be  in  it  to 
win,  as  they  say. 

But  as  we  head  into  a  new  round  of 
high-tech  IPOs,  is  it  reasonable  to  as¬ 
sume  that  rational,  thoughtful  minds 
are  able  to  conquer  their  greed  this 
time  around?  To  find  and  tame  their 
inner  capitalist? 

Probably  not. 

The  rewards  are  potentially  too 
large,  the  hunger  for  profit  too  insa¬ 
tiable  and  the  excuses  dreamed  up 
to  explain  why  and  how  this  or  that 


company  is  different  are  only  too  be¬ 
lievable. 

No,  if  you  want  to  look  at  the  IT  in¬ 
dustry  through  rose-colored  glasses,  I 
would  suggest  Firefox  and  its  siblings, 
Thunderbird  and  Sunbird  —  a  browser, 
an  e-mail  client  and  a  calendar  applica¬ 
tion,  respectively. 

Developed  through  the  efforts  of 
The  Mozilla  Foundation,  which  is  led 
by  Mitchell  Kapor,  the  founder  of  Lo¬ 
tus  Development,  these  free  and  open- 
source  tools  are  emerging  as  real  com¬ 
petitors  to  Microsoft’s  Internet  Explor¬ 
er,  Exchange  and  Outlook. 

Open-source  and  free  —  these  must 
be  Bill  Gates’  least  favorite  words  — 
are  shaping  up  as  an  approach  that 
could  invigorate  individuals  and  busi¬ 
nesses  to  rethink  the  next  big  thing  in 
desktop  computing. 

Wal-Mart,  for  one,  seems  to  think 
this  could  be  the  beginning  of  some¬ 
thing;  it  has  said  that  it’s  selling  a  $500 
laptop  preloaded  with  Linux.  The  pop¬ 
ularity  of  these  IT  alternatives  should 
seed  start-ups  and  fire  the  imagina¬ 
tions  of  people  who  just  want  to  make 
great  software. 

And  they’ll  be  doing  it  without  stock 
options.  ©  51853 
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Hang  Together,  or  Hang  Separately 


I  ENJOYED  PIMM  FOX’S  COLUMN 

“Workers  of  The  IT  World,  Unite!” 
[QuickLink  50821]  and  agree  with 
the  premise  but  find  it  quite  unlikely 
to  happen.  First,  I  find  that  many  in 
my  profession  hold  anti-union  polit¬ 
ical  views.  To  admit  the  need  for  the 
protection  a  union  umbrella  might 
provide  would  mean  examining 
some  of  their  other  beliefs.  Second, 
many  companies  classify  their  IT 
jobs  as  “management,”  even 
though  the  positions  may  have  no 
management  duties.  Union  talk 
among  those  so  classified  is  usually 
grounds  for  dismissal. 

Finally,  IT  folk  (like  workers  in 
many  other  corporate  departments) 
tend  to  be  sheep.  They’re  willing  to 
stay  and  be  treated  as  poorly  as  the 
corporation  wants  to  treat  them. 

I’ve  been  in  situations  where  upper 
management  had  lied  about  major 
aspects  of  a  project.  As  I  stood  and 
objected,  I  heard  many  voices  be¬ 


hind  me  telling  me  to  “give  them 
hell."  When  nothing  changed  and  I 
resigned,  I  assumed  there  would  be 
a  revolt,  silly  fool  that  I  was.  You 
could  have  heard  the  crickets  chirp¬ 
ing,  there  was  so  much  silence.  It's 
good  to  stand  for  your  principles, 
but  understand  that  most  of  the 
time,  you  stand  alone. 

Dan  Scarborough 
Hurst,  Texas 

Reflections  on  the 
IT  Labor  Market 

WHAT  NO  ONE  has  addressed 
is  the  blatant  supply-and- 
demand  disconnect  that  underlies 
any  talk  of  a  shortage  in  the  IT  labor 
field  [“Anything  but  IT,"  QuickLink 
50655],  The  shortage  is  of  highly 
educated,  highly  trained  people 
willing  to  work  for  the  wages  of¬ 
fered  by  industry.  Instead  of  raising 


these  wages  to  bridge  the  gap,  the 
advocates  of  outsourcing  go  abroad 
to  import  labor.  Meanwhile,  Ameri¬ 
can  IT  workers  are  leaving  the  field. 

Those  who  complain  about  a 
shortage  are  like  customers  who 
walk  into  a  software  store,  request  a 
copy  of  Windows  XP  Professional 
for  $10,  whine  about  a  shortage  of 
the  software  when  none  is  available 
at  that  price  and  then  demand  that 
the  government  import  XP  Pro  from 
China  so  they  can  buy  it  for  $10. 
Scott  Kirwin 

Founder,  IT  Professionals 
Association  of  America  Inc., 
Wilmington,  Del., 
skirwin@itpaa.org 

WHEN  I  FIRST  started  working 
in  applications  programming 
in  the  mid-70s,  I  often  wondered  if 
a  computer  science  degree  would 
have  been  more  valuable  than  my 
business  degree.  The  answer  has 
been  emphatically  no.  Granted,  I 
had  a  good  grounding  in  computers 


as  a  part  of  my  degree  and  find 
technical  subjects  easy  to  master. 

However,  the  most  difficult  prob¬ 
lems  associated  with  successful 
systems  development  have  always 
seemed  to  be  business-related.  So 
I’m  not  surprised  that  a  fair  number 
of  people  interested  in  IT  would  opt 
for  something  other  than  a  comput¬ 
er  science  degree. 

Jerry  Powers 
Phoenix 

COMPUTERWORLD  welcomes 
comments  from  its  readers.  Letters 
will  be  edited  for  brevity  and  clarity. 
They  should  be  addressed  to 
Jamie  Eckle,  letters  editor,  Com- 
puterworld,  P0  Box  S171, 1  Speen 
Street,  Framingham.  Mass.  01701. 
Fax:  (508)  879-4843.  E-mail: 
letters@cornputerworid  com. 
Include  an  address  and  phone 
number  for  immediate  verification. 

OFor  more  letters  on  these  and 
other  topics,  go  to 

www.computerwortd.com/letters 
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Enterprise  Business  Scenario 


f  Windows  Server  2003  Full  Support  (24x7):  10%  of  servers  are  Enterprise  Edition,  90%  Standard  Edition 
itj  Red  Hat  Full  Support  (24x7):  100%  of  servers  are  AS  Premium 
|  Red  Hat  Limited  Support:  10%  of  servers  are  AS  Premium  (24x7),  90%  ES  Standard  (12x5) 

Novell's  SUSE  Linux  (24x7):  10%  of  servers  are  Enterprise  Server,  90%  Standard  Server 


1  YEAR  3  YEARS  5  YEARS 


A  recent  study  of  licensing  and  support  costs  conducted  by  BearingPoint, 
a  leading  independent  consulting  firm,  found  that  these  acquisition  costs 
for  Windows  Server™2003  are  comparable  to  Red  Hat  Enterprise  Linux  or 
Novell's  SUSE  Linux  Enterprise  Server  "despite  the  common  perception  that 
Linux  is  free  or  very  inexpensive."  However,  if  you  require  full  24x7  phone 
support  on  all  servers,  licensing  and  support  for  Windows  Server  2003  can 
cost  up  to  73%  less  than  Red  Hat  Enterprise  Linux*  over  five  years. 

For  the  full  study,  visit  microsoft.com/getthefacts 


Microsoft' 


Windows 
Server  System 


*Red  Hat  Full  Support  (24x7)  estimates  based  on  case  where  100%  of  servers  are  Enterprise  Linux  AS  Premium.  Red  Hat  Limited  Support  estimates  are  based  on  case  where  10%  of  servers  are  Enterprise  Linux  AS  Premium  (24x7  phone 
support)  and  90%  are  Enterprise  Linux  ES  Standard  subscriptions  (9  a.m.-9  p.m.  EST  M-F  phone  support).  Windows  Server  estimates  are  based  on  case  where  10%  of  servers  are  Windows  Server  2003  Enterprise  Edition  and  90%  are 

Windows  Server  2003  Standard  Edition  (24x7  phone  support  on  all).  This  study  was  commissioned  by  Microsoft.  <0  2005  Microsoft  Corporation.  All  rights  reserved.  Microsoft,  Windows,  the  Windows  logo,  Windows  Server  and  Windows 
Server  System  are  either  registered  trademarks  or  trademarks  of  Microsoft  Corporation  in  the  United  States  and/or  other  countries.  The  names  of  actual  companies  and  products  mentioned  herein  may  be  the  trademarks  of  their  respective  owners 


>  With  Sprint,  The  PGA  is  beautiful. 


No  one  gets  more  work  done  on  a  golf  course  than  The  PGA  of  America.  Which  is  why  The  PGA  turns  to  Sprint 
for  a  customized  network  to  help  seamlessly  connect  the  course  to  the  rest  of  the  world.  The  Sprint  solution  is 
a  fully  integrated  wireless  and  wireline  network  that  enables  the  media  to  send  large  digital  files  quickly  and 
keeps  business  professionals  connected  to  their  offices  -  at  broadband  speeds.  All  this  and  Sprint  reduced  The 
PGA's  network  setup  costs  by  33%.  Conducting  business  as  usual  while  on  a  golf  course  -  now  that's  beautiful. 
With  Sprint,  business  is  beautiful.SM 

>  Visit  Sprint.com/beautiful  for  case  studies  or  call  877-777-5568  >  Wireless.  Data.  Voice.  IP. 


©2005  Sprint.  All  rights  reserved.  Sprint  and  the  diamond  logo  are  trademarks  of  Sprint  Communications  Company  L.P. 


Do  you  want  to  look 
inside  the  world  of 
hackers  and  learn  some 
lessons  about  how  to 
thwart  their  attacks  on 
your  network?  The  SANS 
Institute’s  professional 
training  courses  may  be 
the  best  place  to  start. 
By  Dan  Verton 


The  underground  world 
of  the  computer  hacker 
may  seem  like  a  place  where 
chaos  rules,  but  the  reality 
is  there’s  a  method  to  the 
hacker’s  perceived  madness. 
And  understanding  that 
method  is  critical  to  know¬ 
ing  how  best  to  respond  to  a  skilled 
attacker. 

Last  fall,  the  SANS  Institute  offered 
three  training  courses  that 
presented  a  step-by-step  look 
at  how  criminal  hackers  oper¬ 
ate  and  how  organizations 
should  respond. 

While  the  bad  news  is  that 
the  hacker  underground  re¬ 
mains  as  cunning  and  capable 
as  ever,  the  good  news  is  that 
the  security  community  con¬ 
tinues  to  gain  an  understand¬ 


ing  of  how  hackers  operate. 

I  attended  the  SANS  training  and 
will  pass  along  some  of  the  crucial  in¬ 
formation  provided.  My  notes  from  the 
sessions  offer  a  look  at  how  criminal 
hackers  work.  These  lessons  can  give 
you  the  knowledge  necessary  to  begin 
hardening  your  network  against  at¬ 
tacks. 

Although  no  two  hacker  exploits  are 
the  same,  most  follow  a  series  of  pre¬ 
dictable  steps  that  are  de¬ 
signed  to  increase  the  hack¬ 
er’s  chances  of  success,  says 
Ed  Skoudis,  founder  and  se¬ 
nior  security  consultant  at 
Intelguardians  LLC,  a  Wash¬ 
ington-based  information 
security  consulting  firm  and 
the  primary  SANS  instructor 
in  hacker  techniques,  ex¬ 
ploits  and  incident  handling. 


There  are  basic  steps  that  “represent 
the  flow  of  an  attack,”  says  Skoudis. 
They  include  conducting  reconnais¬ 
sance,  scanning,  exploiting  systems 
and  keeping  access.  And  knowing  what 
hackers  do  during  each  of  these  steps 
is  critical  to  understanding  how  to  de¬ 
fend  your  enterprise. 

®  Recon 

When  a  hacker  conducts  recon¬ 
naissance  on  a  target,  he  is  ba¬ 
sically  “casing  the  joint,”  says  Skoudis. 
But  it  doesn’t  take  much  work  because 
most  organizations  give  away  a  lot 
more  information  than  they  realize. 
And  that’s  why  a  hacker’s  recon  opera¬ 
tion  almost  always  begins  with  pub¬ 
licly  available  information. 

For  example,  corporate  Web  sites 
often  give  away  contact  names  and 

Continued  on  page  22 
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For  just  pennies  a  page,  the  versatile  Xerox 
color  prints,  plus  advanced  multi-function 


The  remarkable  Xerox  WorkCentre  Pro  2128  gives  you  an 
affordable  way  to  add  brilliant  color  and  an  impressive  set  of 
valuable  features  to  any  office.  This  advanced  digital  system 


can  print,  copy,  scan,  e-mail  or  fax  simultaneously,  even  when 
other  jobs  are  running.  It  also  scans  hard  copy  directly  to 
e-mail,  improving  productivity.  Walk-up  simplicity  means  easy 
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Continued  from  page  19 
phone  numbers,  information  about 
software  and  hardware  in  use,  and 
critical  business  data  through  U.S. 
Securities  and  Exchange  Commission 
reports.  All  of  this  is  prime  fodder  for 
social  engineering,  says  Skoudis. 

A  Web-based  recon  of  public  infor¬ 
mation  may  also  reveal  disgruntled 
users  or  employees,  as  well  as  data 
about  help  desk  requests.  Likewise,  it’s 
possible  to  download  a  site’s  HTML 
code  using  a  crawler,  such  as  the  one 
found  on  SamSpade.org.  That  would 
enable  a  hacker  to  search  HTML  and 
hidden  fields  and  possibly  uncover 
vulnerable  scripts,  Skoudis  says. 

The  most  common  online  method 
of  reconnaissance,  however,  is  conduct¬ 
ing  a  “whois”  search  to  gain  domain 
registration  data.  Detailed  searches 
can  provide  an  attacker  with  the  IP 
address  of  the  organization’s  Domain 
Name  System  server.  The  attacker  can 
then  begin  mapping  the  enterprise  net¬ 
work  in  order  to  harvest  additional  IP 
addresses. 

Attackers  often  use  the  “nslookup” 
command  in  Microsoft  Windows  or 
the  “dig”  command  in  Linux,  both  of 
which  allow  them  to  query  name 
servers  for  information  about  various 
hosts  and  domains  or  to  print  a  list  of 
hosts  in  a  domain. 

Using  these  widely  available  tools 
and  common  techniques,  a  hacker  can 
generate  a  series  of  IP  addresses  that 
are  vulnerable  to  attack,  says  Skoudis. 

The  Scan  Begins 

The  scanning  phase  of  the  at¬ 
tack  is  similar  to  what  a  mili¬ 
tary  unit  might  do  to  probe  an  enemy’s 
defenses  to  find  an  opening  to  attack. 

There  are  a  number  of  ways  to  do 
this,  says  Skoudis,  and  most  skilled  at¬ 
tackers  try  them  all  in  an  effort  to  cap¬ 
ture  as  much  data  about  the  network  as 
possible.  Scanning  methods  include 
the  use  of  network  mapping  tools,  such 
as  Nmap  or  Cheops-ng,  to  build  a  sim¬ 
ple  diagram  of  the  network.  The  dia¬ 
gram  would  include  a  simple  topology, 
the  IP  addresses  of  the  systems,  a  list  of 
open  ports  and  active  services,  and  in¬ 
formation  on  the  operating  system. 

Cheops-ng  is  one  of  the  best  auto¬ 
mated  network  mapping  applications 
available,  says  Skoudis.  It  “automatical¬ 
ly  discovers  network  hosts,  traces  the 
network  and  draws  pretty  pictures,”  he 
says.  After  that,  it’s  simply  a  matter  of 
gaining  access. 

Have  a  firewall,  you  say?  No  prob¬ 
lem,  says  Skoudis.  A  clever  attacker 
will  use  Firewalk  or  tcptraceroute, 
both  of  which  can  give  him  the  infor¬ 


mation  he  needs  to  find  a  way  through 
your  defenses. 

“Firewalk  is  used  to  send  packets 
through  a  packet-filter  device,  such 
as  a  firewall  or  a  router,  to  determine 
which  ports  are  open  through  it.  An 
attacker  will  use  this  information  to 
probe  your  DMZ,”  Skoudis  says,  refer¬ 
ring  to  the  demilitarized  zone  outside 
the  firewall,  where  systems  are  often 
placed  to  intercept  and  broker  access 
requests  for  all  incoming  traffic  that’s 
trying  to  get  through  the  firewall. 

And  if  the  attacker  finds  an  open 
port  on  your  firewall,  it’s  a  simple  step 
to  then  set  up  a  script  to  check  for 
telnetd,  a  server  for  the  Telnet  remote 
virtual  terminal  protocol,  running  on 
your  DMZ  systems.  Because  some 
companies  enable  telnetd  from  time  to 
time  for  administrative  purposes,  an 
attacker  can  jump  in  at  that  moment 
and  gain  access,  explains  Skoudis. 

Gaining  Access 

Gaining  access  is  a  matter  of 
using  the  information  gathered 
during  the  reconnaissance  phase  to  de¬ 
termine  the  most  appropriate  exploits 
to  employ. 

Among  the  many  things  hackers 
look  for  on  target  networks  are  easily 
guessed  or  cracked  passwords,  weak 
trust  relationships,  known  buffer- 
overflow  vulnerabilities  or  common 
Windows  vulnerabilities,  Skoudis  says. 
And  here  again,  hackers  have  automat¬ 
ed  help  available  to  them  when  trying 
to  determine  the  best  exploit  for  a  giv¬ 
en  vulnerability.  By  using  freely  avail¬ 
able  tools,  such  as  those  on  Nessus.org, 
hackers  can  remotely  scan  networks 
for  common  vulnerabilities  across 
multiple  operating  systems.  The  re¬ 
sults  of  these  scans  will  tell  them 
which  exploits  to  use,  Skoudis  says. 

In  the  Windows  NT/2000/XP  envi¬ 
ronment,  one  of  the  biggest  vulnerabil¬ 


ities  that  hackers  often  try  to  exploit  is 
what  is  known  as  a  null  session.  A  null 
session  is  simply  an  anonymous  ses¬ 
sion  to  a  Windows  system  through 
which  information  can  be  gathered 
about  things  such  as  network  neigh¬ 
borhood  browsing,  Skoudis  says. 

If  the  attacker  isn’t  skilled  enough  to 
pull  sensitive  data  through  the  null 
session  by  hand,  there  are  automated 
tools,  such  as  Enum,  which  can  gather 
user  lists,  machine  lists,  shared  folders 
and  drive  lists,  group  and  member 
lists,  and  password  policy  information. 
The  tool  is  also  capable  of  conducting 
brute-force  dictionary  attacks  on  indi- 


A  "jump  bag”  is  a  collection  of  critical 
items  you  might  need  during  crisis 
response  when  an  attacker  invades  your 
network.  It  should  contain  these  items: 

Tape  recorder  or  minidisk 
Backup  media 
Binary  backup  software 

CDs  with  statically  linked  binaries 
of  critical  OS  executables 

Forensic  software 

Windows  NT  and  2000  resource  kits 

Bootable  CD-ROMs 

USB  token  memory  device 

External  hard  drive 

Small  hub 

Patch  cables 

Laptop  with  dual  operating  system 
capability 

Call  list  and  cell  phone 

Plastic  baggies  for  handling  evidence 

Extra  notebooks  for  taking  notes 


vidual  passwords.  All  the  attacker  has 
to  do  is  feed  it  a  list  of  possible  pass¬ 
words  to  try,  says  Skoudis. 

“Once  one  machine  is  compromised, 
attackers  can  use  it  as  a  jumping-off 
point  for  other  attacks,  such  as  exploit¬ 
ing  trust  relationships  through  weak 
Unix  [remote]  commands,”  Skoudis 
says,  referring  to  two  common  Unix 
commands.  Remote  log-in  (r-login) 
and  remote  shell  (rsh)  should  both 
be  controlled  closely. 

Once  hackers  have  gained  access, 
they  often  want  to  hang  onto  it,  ac¬ 
cording  to  Skoudis.  That  means  plant¬ 
ing  a  back  door,  usually  an  application- 
level  Trojan  horse,  to  enable  an  attack¬ 
er  to  enter  the  network  at  will. 

Keeping  Access 

Trojan  horses  and  back  doors 
are  the  two  techniques  most  of¬ 
ten  used  by  hackers  to  maintain  access 
to  their  hard-won  prize,  Skoudis  says. 

A  back  door,  he  explains,  is  a  pro¬ 
gram  that  allows  an  attack  to  bypass 
normal  security  controls  on  a  system, 
such  as  having  to  enter  a  username  and 
password. 

A  Trojan  horse,  on  the  other  hand, 
is  a  program  that  looks  harmless  but 
is  really  malicious.  For  example,  a  few 
years  ago,  a  hacker  made  a  program 
available  that  he  claimed  would  con¬ 
vert  read-only  DVD  drives  into 
writable  drives.  “If  you  downloaded 
this  phony  DVD  writer  tool,  it  would 
actually  delete  your  entire  hard  drive,” 
says  Skoudis. 

“In  the  future,  we  may  even  face 
deeper  Trojan  horse  back  doors,  imple¬ 
mented  in  the  BIOS  or  microcode  of 
our  systems,”  Skoudis  warns.  “Most 
modern  CPUs  include  updatable  mi¬ 
crocode  . . .  programs . . .  that  tell  it 
how  to  run  various  machine-language 
instructions.”  And  while  CPU  manu¬ 
facturers  often  encrypt  microcode  up¬ 
dates,  the  security  process  is  highly 
complex  and  undocumented,  he  says. 

But  currently,  attackers  often  mask 
their  back  doors  and  cover  their  tracks 
by  giving  them  the  same  names  as  criti¬ 
cal  operating  system  processes,  such  as 
winlogon.exe  in  Windows.  Unfortu¬ 
nately,  Windows  isn’t  smart  enough  to 
know  the  difference  between  a  vital 
system  process  and  an  imposter,  says 
Skoudis.  ©  51702 


Verton  is  a  freelance  writer  in  Burke,  Va. 
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•  See  How  to  Implement  and  Deploy  the  Latest  in  Storage  Networking  Technologies 

•  Hear  the  Latest  in  Enterprise  Security 

•  Learn  from  Best  Practices  and  Case  Studies 

Why  You  Should  Attend 

Are  you  responsible  for  managing  your  company's  data  center  assets?  Want  to  exchange  inno¬ 
vative  ideas  and  strategies  with  other  executives  who  share  the  same  objectives?  Then  attend 
Storage  Networking  World,  where  you’ll  network  with  and  learn  from  renowned  experts  and  the 
nation's  top  user  executives. 

What  You'll  Learn 

In  this  executive-forum  setting,  you'll  hear  directly  from  executives  and  managers  in  user 
companies.  They'll  address  a  wide  variety  of  today’s  burning  issues  like: 

•  Selecting  and  Deploying  Storage  • 

Networks 

•  Data  Center  and  Infrastructure  • 

Considerations  , 

•  Storage  Security 

•  Managing  Storage  Networking  Solutions  • 

•  Managing  Deployments  of  Existing  and  • 

Emerging  Technologies 


Deploying  Storage  to  Meet  Industry 
Regulations 

CTO  Insights 

Enterprise  Business  Applications 
and  Databases 

Critical  and  Emerging  Technology  Topics 
High  Bandwidth  Storage  Applications 
Small  Medium  Business  Considerations 
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T!  m  Q  |pJ  Leadership  Coach,  Yahoo! 

I  1 1 1 1  Cl  1 1  U  I  ■ 39  Author  of  Love  Is  the  Killer  App  and  The  Likeability  Factor 

The  Likeability  Factor 

There’s  a  menace  out  there,  and  it’s  slowly  killing  us.  It's  cutting  our  profits.  It's  taking  away 
our  customers,  friends,  and  partners.  It's  ruining  our  health.  It’s  shortening  our  lives  and 
making  them  more  unpleasant  It  causes  relationship  rot  and  kills  our  teams. 

It’s  our  L-factor  -  diminished  by  unlikeabie  behavior.  Every  person  has  a  likeability  factor 
that  either  helps  him  or  her  win  in  the  game  of  life.  On  a  scale  of  1  to  10,  where  10  is  wildly 
likeable,  and  1  is  despised  by  all  —  too  many  rate  a  3  or  a  4.  Those  with  a  high  L-Factor 
enjoy  overwhelming  success  many  describe  as  “luck”. 

The  practical  impact  of  this  problem  can  be  seen  everywhere,  People  buy  from  sales  people 
they  like,  they  purchase  products  that  they  like  from  companies  with  a  high  L  Factor. 

Doctors  spend  more  time  in  office  visits  with  likeable  people  and  offer  them  more  free 
advice.  Likeable  people  do  better  in  job  interviews  and  receive  higher  merit  raises.  People 
listen  to  likeable  people  more  closely  and  retain  more  information.  Highly  likeable  people 
bring  out  the  best  in  others. 

The  research  is  overwhelming  -  for  personal,  corporate  and  national  success,  we  have  to 
possess  a  sufficient  L-Factor.  Bestselling  author  Tim  Sanders,  has  studied  and  written  about 
this  problem  in  his  second  book  The  Likeability  Factor  (Crown/  Spring  2005),  and  now  has 
the  research-based  program  to  show  audiences  how  to  boost  their  L-Factor  for  greater  suc¬ 
cess  on  all  levels.  This  visionary  presentation  outlines  how  likeability  is  the  key  to  finding 
success  in  relationships,  product  design  and  even  business  life. 
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See  SNW’s  Interoperability 
&  Solutions  Demo 

No  other  storage  event  gives  you: 

•  40-plus  SNIA  member  companies 
collaborating  on  integrated  solutions 

•  the  opportunity  to  meet  leading 
experts  and  engineers 


^  IDC  Storage  Analyst  Briefing 

In  this  fast-paced  session,  I  DC’s  top  storage  analysts  will 
examine  companies’  growing  interest  in  deploying  tiered 
storage  solutions  and  assess  its  impact  on  storage  compo¬ 
nents,  systems,  networks,  management  and  services. 


For  more  information  and  to  register,  visit  www.snwusa.com/cw  or  call  1-800-883-9090 


For  more  information  and  to  register,  visit  www.snwusa.com/cw  or  call  1-800-883-9090 


Conference  At-a-Glance  (subject  to  change ) 


For  details,  updates,  and  to  register  visit  www.snwusa.com/cw 

TUESDAY,  APRIL  12 

9:30am  -  1 1 :30am 

Primer  and  Tutorial  Tracks 

1 1 :30am  -  1 :00pm 

Luncheon 

1 2:00pm  -  5:00pm 

Pre-Conference  Golf  Outing 

1 :00pm  -  6:00pm 

SNIA  Technical  Tutorials 

1 :00pm  -  5:00pm 

IDC  Analyst  Briefing 

7:00pm  -  9:00pm 

Welcome  Reception 

WEDNESDAY, 

APRIL  13 

7:00am  -  8:00am 

Breakfast 

8:00am  -  1 2:00pm 

General  Conference  Sessions 

12:00pm  -  1:30pm 

Luncheon 

1 :30pm  -  5:30pm 

General  Conference  Sessions 

4:00pm  -  5:30pm 

Concurrent  Sessions 

5:30pm  -  8:30pm 

Expo  with  Dinner  and  Interoperability  &  Solutions  Demo 

THURSDAY,  APRIL  14 

7:00am  -  8:00am 

Breakfast 

8:00am  -  12:00pm 

General  Conference  Sessions 

1 2:00pm  -  1 :30pm 

Expo  with  Luncheon 

1 2:00pm  -  7:1 5pm 

Interoperability  &  Solutions  Demo 

1 :30pm  -  3:45pm 

General  Conference  Sessions 

3:45pm  -  5:1 5pm 

Concurrent  Sessions 

3:45pm  -  7:1 5pm 

Expo 

7:30pm  -  9:00pm 

Gala  Evening 

FRIDAY,  APRIL  15 

7:30am  -  8:30am 

Breakfast 

8:30am  -  1 2:00pm 

Concurrent  Sessions 

1 2:00pm 

Conference  Concludes 

LEARN  FROM  USER 
CASE  STUDIES  AND 
PERSPECTIVES 


JOHN  BESCI 

Vice  President, 

Network  Computing  Group, 

Storage  Architecture  &  Optimization 
Bank  of  America 

BOB  LOGAN 

Vice  President, 

Enterprise  Infrastructure  Services 
SAIC 

PAUL  DYKSTERHOUSE 

Director,  Information  Management 
&  Infrastructure 
NDC  Health 

HANK  SIMON 

Web  Services  Technology  Strategist 
Lockheed  Martin 

STEVE  DUPLESSIE 

Founder  and  Senior  Analyst 
Enterprise  Storage  Group 

JON  WILLIAM  TOIGO 

CEO  and  Founder 
Toigo  Partners  International 

ANN  LIVERMORE 

Executive  Vice  President, 
Technology  Solutions  Group 
Hewlett-Packard  Company 

PAUL  GLEN 

Author  of  Leading  Geeks  and 
Founder  of  C2  Consulting 


■  The  Wildfire  Golf  Club, 

Faldo  Course 

Phoenix,  Arizona 

Pre-Conference  Golf  Outing 

Complimentary  for  Registered  IT  End-Users 

The  Pre-Conference  Golf  Outing  at  The  Wildfire  SPONSORED  BY 
Golf  Club,  Faldo  Course  located  at  the  JW  Quantum 

Marriott  Desert  Ridge  Resort,  is  complimentary  - 

($165  value)  for  registered  IT  End-Users  (other  participants,  including 
sponsors  and  vendors,  may  play  on  an  ‘as  available"  basis  and  are 
responsible  for  all  applicable  golf  outing  expenses). 

For  details  contact  Chris  Leger  at  1-508-820-8277 


JW  Marriott 
Desert  Ridge  Resort 

Phoenix,  Arizona 

Hotel  Reservations  and  Travel  Services 

Global  Odysseys  is  the  official  travel  company  for  Storage  Networking  World. 
They  are  your  one-stop  shop  for  exclusive  discounted  rates  on  hotel 
accommodations. 

To  reserve  your  accommodations,  visit:  WWW.etcentral.com 
You  can  also  call  our  conference  housing  line  at:  1-888-254-1597 


April  12-15,  2005  •  JW  Marriott  Desert  Ridge  Resort  •  Phoenix,  Arizona 


^SNIA 


STORAGE 


NETWORKING 

WORLD 

COMPUTERWORLD 

April  12-15,  2005 
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Desert  Ridge  Resort 
Phoenix,  Arizona 


Application  for  Conference  Registration 

Fax  this  completed  application  to  1-508-820-8254  or  apply  online  at:  www.snwusa.com/cw 


Your  business  card  is 
REQUIRED 

to  process  your  application 

Please  affix  your  business  card  to  this  space  prior  to 
submitting  your  application.  Applications  submitted 
without  business  cards  will  not  be  processed. 

Questions?  Call  1-800-883-9090 


If  not  indicated  on  your  business  card, 
please  provide  the  following  required 
information: 


Corporate  Email  Address 


Corporate  Website 

Registration  questions? 

Call  1  -800-883-9090  or  email 
snwreg@computerworld.com 

Need  accommodations? 

Reserve  them  at:  www.etcentral.com 

Or  call  1-888-254-1597 
or  email:  eventhousing@globalodysseys.com 


Please  check  ONE  of  the  following: 

Earlybird  Registration  (through  February  28,  2005) 

Full/Onsite  Registration  (after  February  28,  2005) 

Q  1  am  an  IT  End-User* 

(Complete  Attendee  Profile  below) 

□  $895  General  Conference  Package  (April  1 3  &  14) 
(includes  General  Conference  Sessions,  Expo,  Meals  &  Receptions) 

□  $1,290  Total  4-Day  Package  (April  12,  13,  14,  15) 
(includes  General  Conference,  plus  Technical  and  Business  Tracks, 
SNIA-produced  Tutorials,  SNIA-Certification  “Test-Ready"  Courses) 

□  $1,295  General  Conference  Package  (April  13  &  14) 

(includes  General  Conference  Sessions,  Expo,  Meals  &  Receptions) 

□  $1,690  Total  4-Day  Package  (April  12,  13,  14,  15) 

(includes  General  Conference,  plus  Technical  and  Business  Tracks, 
SNIA-produced  Tutorials,  SNIA-Certification  “Test-Ready"  Courses) 

r  U  End-Users  are  defined  as  those  who  are  attending  Storage  Networking  World  with  an  intent  (and  an  iT  spending  budget)  to  potentially  buy/lease  hardware/software/services,  etc  from  our  conference  sponsors  and  are  not  themselves  an  IT  vendor.  As  such, 
account  representatives,  business  development  personnel,  analysts,  consultants  and  anyone  else  attending  who  does  not  have  iT  purchasing  influence  within  their  organization  are  excluded  from  the  "IT  End-User"  designation.  Interpretation  and  enforcement  of 
this  policy  are  at  the  sole  discretion  of  Computerworld. 


I  am  a  Channel  Partner/ 
Integrator/Consultant 

(Complete  Attendee  Profile  below) 


□  $3,000  Total  4-Day  Package  (April  12,  13,  14,  15) 

(includes  General  Conference;  Technical  and  Business  Tracks, 
SNIA-produced  Tutorials,  SNIA  Certification  'Test-Ready"  Courses) 


□  $3,500  Total  4-Day  Package  (April  12,  13,  14,  15) 

(includes  General  Conference;  Technical  and  Business  Tracks, 
SNIA-produced  Tutorials,  SNIA  Certification  “Test-Ready”  Courses) 


By  participating  in  SNWs  Channel  Partner/Integrator  registration  package,  registrants  may  enjoy  the  following  benefits:  One  company  representative  may  receive  a  full  conference  pass  to  SNW  Spring  2005;  additional  company 
representatives  pay  $695  each  for  full  conference  passes;  company  may  invite  up  to  five  IT  User  customers  to  attend  SNW  SpringflT  Users  must  be  strictly  compliant  with  IT  User  definition  on  the  supplied  registration  form); 
companies  registering  for  this  package  interested  in  joining  the  SNIA  are  eligible  to  receive  a  $2,000  discount  provided  that  membership  is  applied  for  prior  to  March  1 , 2005. 


Attendee  Profile:  This  section  MUST  be  completed  by  IT  End-Users  and  Channel  Partners/Integrators/Consultants  only  (optional  for  all  other  registrations)  in  order  to  process  your  application. 


Your  Business/Industry 

□  Aerospace 

□  Manufacturing  &  Process  Industries  (non-computer  related) 

□  Finance/Banking/Accounting 

□  Insurance/Real  Estate/Legal  Sevices 

□  Government:  Federal  (including  Military) 

□  Government:  State  or  Local 

□  Health/Medical/Dental  Services 

□  Retailer/Wholesaler/Distributor  (non-computer  related) 

□  Transportation/Utilities 

□  Communication  Carriers 

(ISP,  Telecom,  Data  Comm,  TV/Cable) 

□  Construction/Architecture/Engineering 

□  Data  Processing  Services 

□  Education 

□  Agriculture/Forestry/Fisheries 

□  Mining/Oil/Gas 

□  Travel/Hospitality/Recreation/Entertainment 

□  Publishing/Broadcast/ Advertising/ 

Public  Relations/Marketing 

□  Research/Development  Lab 

□  Business  Services/Consultant  (non-computer  related) 

□  Manufacturing  of  Computers,  Communications, 

Peripheral  Equipment  or  Software 


Your  Job  Title/Function: 

IT  MANAGEMENT 

□  CIO,  CTO,  CSO 

□  Executive  VP,  Senior  VP 

□  Vice  President 

□  Director 

□  Manager/Other  IT  Manager 

□  Supervisor 

BUSINESS  MANAGEMENT 

□  CEO,  COO,  Chairman,  President 

□  CFO,  Controller,  Treasurer 

□  Executive  VP,  Senior  VP,  VP,  General  Manager 

□  Director,  Manager 

□  Other  Corporate/ Business  Manager 

Number  of  employees  in  your  entire  organization 
(ALL  locations) 

□  20,000  or  more 

□  10,000-  19,999 

□  5,000-9,999 

□  1,000-4,999 

□  500  -  999 

□  100-499 

□  50-99 

□  Less  than  50 


What  is  your  organization’s  annual  IT/IS  budget 
for  all  IT/IS  products? 

□  $1  Billion  or  more 

□  $500  Million  -  $999.9  Million 

□  $100  Million -$499.9  Million 

□  $50  Million  -  $99.9  Million 

□  $10  Million -$49.9  Million 

□  $1  Million  -  $9.9  Million 

□  $500,000  -  $999,999 

□  $250,000  -  $499,999- 

□  $100,000- $249,999 

□  Less  than  $  1 00,000 

What  is  the  estimated  annual  revenue  of 
your  entire  organization? 

□  Over  $10  Billion 

□  $1  Billion  -  $9.9  Billion 

□  $500  Million  -  $999  Million 

□  $100  Million -$499  Million 

□  Less  than  $100  Million 


The  one  item  that  best  describes  your  involvement  in 
the  IT  purchase  process 

□  Authorize/approve  purchase 

□  Evaluate/recommend  products,  brands,  vendors 

□  Specify  features/technical  requirements 

□  Set  budget  for  expenditures 

□  Determine  need  to  purchase 

□  Create  IT  strategy 

□  All  of  the  above 

Would  you  like  to  receive  information  about  playing  in 
the  golf  outing  on  Tuesday,  April  12th? 

□  Yes 

□  No 

Do  you  need  hotel  accomodations? 

□  Yes  (please  visit  www.etcentral.com  to  reserve) 

□  No 

Would  you  like  to  receive  a  complimentary 
subscription  to  Computerworld? 

□  Yes 

□  No 


I  [  My  company  is  Sponsoring/ 
Exhibiting  at  SNW 


□  $395  (through  February  28,  2005) 

General  Conference  Package  (April  1 3  &  14) 

(includes  General  Conference  Sessions,  Expo,  Meals  &  Receptions) 


□  $1,295  (after  February  28,  2005) 

General  Conference  Package  (April  1 3  &  14) 

(includes  General  Conference  Sessions,  Expo,  Meals  &  Receptions) 


□  $1,290  Total  4-Day  Package  (April  12,  13,  14,  15) 
(includes  General  Conference,  plus  Technical  and  Business  Tracks, 
SNIA-produced  Tutorials,  SNIA-Certification  “Test-Ready"  Courses) 

As  a  sponsor,  you  may  be  eligible  to  attend  using  a  registration  provided  with  your  sponsorship.  (If  those  registrations  have  already 
the  current  list  of  sponsors  at  www.snwusa.com.  Questions?  Call  1  -800-883-9090  or  email  snwreg@computerworld.com. 


□  $1,690  Total  4-Day  Package  (April  12,  13,  14,  15) 

(includes  General  Conference,  plus  Technical  and  Business  Tracks, 
SNIA-produced  Tutorials,  SNIA-Certification  “Test-Ready”  Courses) 
been  assigned/used,  then  you  may  register  at  the  prevailing  rates  above.)  See 


□  I  am  a  representative  of  a  Non-Sponsoring  IT  Vendor  Company 

□  $5,000  Business  Development  Professional  Package  for  Sales,  Marketing  and  Business  Development  Professionals  (includes  General  Conference  Sessions,  Expo,  Meals  &  Receptions) 


Vendors  are  encouraged  to  participate  in  Storage  Networking  World  through  sponsorship.  (Details  are  available  by 
calling  Ann  Harris  at  508-820-8667.)  Alternatively,  vendors  (as  well  as  other  “non-IT  end-user* 1 2 3'  professionals  as 
defined  by  Computerworld),  may  apply  for  registration  at  the  “non-sponsoring  vendor"  rate  of  $5,000.  Determination 
of  what  constitutes  a  “non-sponsoring  vendor*  registration  is  made  exclusively  by  Computerworld. 

Please  call  888-239-4505  with  questions. 


□  I  am  a  Financial/Equity  Analyst 

□  $1,290  (through  February  28,  2005) 
General  Conference  Package 

(includes  General  Conference  Sessions, 
Expo,  Meals  &  Receptions) 


and/or  Venture  Capital  Professional 

□  $1,690  (after  February  28,  2005) 
General  Conference  Package 

(includes  General  Conference  Sessions, 
Expo,  Meals  &  Receptions) 


Q  I  am  a  qualified  member  of  the  press.  I  can  verify  my  press  credentials. 
Press  should  call  Marenghi  Public  Relations  at  1-781-915-5000  to  register. 

Please  fax  this  completed  application  to  1-508-820-8254 


Payment  Method 

□  Check  (checks  must  be  received  by  March  21 , 2005  payable  to:  Computerworld) 
Mail  to:  Computerworld,  Attn:  Michael  Meleedy,  One  Speen  Street  Framingham,  MA  01701 

□  American  Express  □  VISA  Q  MasterCard 

Account  Number: _ 

Expiration  Date: _ ' 

Card  Holder  Name: _ 

Signature  of  Card  Holder: _ _ 

Cancellation  Policy  (All  of  the  following  require  written  notification  by  March  21 ,  2005.) 

In  the  event  of  cancellation,  the  registrant  has  three  options: 

1 )  He  or  she  may  substitute  another  attendee  for  this  conference. 

2)  He  or  she  may  transfer  this  registration  to  the  Storage  Networking  World  Fall  2005  conference 

3)  The  registration  fee  will  be  refunded,  less  a  $250  service  charge  (if  written  notice  is  received  by  March  21 , 2005). 
Please  send  cancellation  requests  via  email  to:  snwreg@computerworld.com 
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Seagate  Offers 
400GB  Hard  Drive 

Seagate  Technology  LLC  said  last 
week  that  it’s  shipping  external 
hard  drives  with  capacities  of 
up  to  400GB.  The  drive  features 
push-button  backup,  comes  with 
software  and  an  on/off  switch  for 
power  savings  and  data  security, 
and  costs  $389. 


Add-on  for  Novell 
Linux  From  Userful 

Userful,  a  provider  of  desktop 
Linux  software,  is  shipping  1-Box 
for  Linux,  an  add-on  for  Novell 
Linux  Desktop  9.  The  software 
can  effectively  turn  one  PC  into  a 
network  of  up  to  10  Linux  work¬ 
stations,  according  to  the  Cal¬ 
gary,  Alberta-based  company. 
With  1-Box  for  Linux,  users  can 
manage  multiple  workstations 
from  a  single  box  by  adding  extra 
video  cards  to  PCs.  The  price  is 
$99  per  workstation. 


Oracle  Lite  Gets 
Mobile  Support 

Oracle  Corp.  announced  last 
week  that  it’s  adding  support  for 
mobile  users  to  its  Database  Lite 
lOg.  The  vendor  claims  that  the 
move  will  simplify  the  creation, 
deployment  and  management  of 
applications  accessed  by  mobile 
or  embedded  devices.  The  soft¬ 
ware  is  shipping  now  and  costs 
$100  per  named  user. 


Net  Management 
App  Upgraded 

This  week,  AlterPoint  Inc.  will 
announce  Device  Authority  Suite 
3.5,  network-change  and  config¬ 
uration  management  software. 
The  new  version  provides  tem¬ 
plates  for  Sarbanes-Oxley  Act 
compliance,  along  with  improved 
security  and  integration  with 
CiscoWorks  and  other  tools,  said 
the  Austin-based  vendor.  H  also 
provides  configuration  syntax 
checking,  a  means  of  checking 
that  network  devices  are  property 
configured  before  they’re  put  to 
use.  Pricing  wasn’t  announced. 


CURT  A.  MONASH 


Learn  From  Vendors 
Before  You  Buy 


IT  SEEMS  TO  BE  PREMATURE  to  pick  an  enter¬ 
prise  analytics  supplier.  While  many  vendors  are 
working  feverishly  on  technological  integration 
and  convergence,  all  of  their  product  lines  are 
severely  flawed  or  incomplete.  Indeed,  none  of 
them  even  has  a  credible  near-term  strategy  for  plug¬ 
ging  all  the  gaps. 


Even  so,  enterprise  analyt¬ 
ics  —  which  is  a  catchall 
phrase  describing  analytic 
technology  deployed  across 
a  whole  enterprise  —  has  to 
be  part  of  your  strategic 
technology  planning.  And 
going  down  the  wrong  ven¬ 
dor  path  wouldn’t  be  so  ter¬ 
rible  anyway.  Analytic  prod¬ 
uct  lines  are  designed  to  in¬ 
tegrate  well  with  many  other 
types  of  software.  Thanks  to 
those  integration  hooks,  mi¬ 
gration  from  one  analytic 
product  line  to  another  is  at  least  en¬ 
durable,  if  not  easy. 

So  if  you  haven’t  started  evaluating  en¬ 
terprise  analytic  technology  vendors, 
you  should  begin  forthwith.  The  obvious 
candidates  are  your  current  suppliers. 
Beyond  that,  talk  with  vendors  that  can 
actually  teach  you  something  about  spe¬ 
cific  areas  of  the  technology.  Analyst 
firms  and  consultants  are  great,  but  they 
cost  money.  You  might  as  well  try  to 
learn  as  much  as  possible  for  free. 

Here  are  some  of  the  best  vendors  to 
talk  to  about  the  following  enterprise 
analytic  technology  areas. 

Industrial-strength  information  delivery. 

The  two  leaders  in  high-volume  analytic 
technology  customer  references  are 
Business  Objects  (via  Crystal  Reports) 
and  Actuate.  Information  Builders  isn’t 
too  far  behind.  Meanwhile,  Cognos  has 
bet  on  a  new  product  line  that  it  asserts 
is  leapfrogging  the  others.  If  you  want  a 
credible  discussion  about  high-volume 
information-delivery  architectures, 
those  are  the  four  vendors  to  talk  with. 

Analytic  user  interfaces.  The  best  user  in¬ 


terfaces  to  buy  are  the  ones 
that  please  large  numbers 
of  users.  If  you  want  to  talk 
about  analytic  user  inter¬ 
faces,  therefore,  the  best 
vendor  candidates  are  those 
that  know  about  industrial- 
strength  architecture. 
Oracle,  long  blessed  with  a 
strong  usability  lab,  has  cre¬ 
ative  ideas  on  analytic  user 
interfaces. 

Data  integration.  If  you  want 
to  talk  about  sophisticated 
data-integration  issues,  you 
could  hardly  do  better  than  specialist 
Ascential  Software,  which  is  even  slight¬ 
ly  ahead  of  quasi-specialist  Informatica. 
But  almost  every  serious  analytics  ven¬ 
dor  has  something  useful  to  say  on  the 
subject. 

Metadata  integration.  On  the  other  hand, 
nobody  has  anything  really  useful  to  say 
about  metadata  integration,  although  they 
do  offer  a  lot  of  marketing  fluff.  A  product 
line’s  administrative  and  development 
tools  either  work  well  or  they  don’t. 

Relational  database  architectures.  Oracle 
and  IBM  have  put  huge  efforts  into  im¬ 
proving  processing  of  complex  analytic 
queries  within  traditional  relational 
database  management  systems,  and 
they’d  be  delighted  to  expound  on  the 
subject  at  great  length.  Vendors  pushing 
interesting  nontraditional  alternatives  or 
add-ons  include  Sybase  (a  column-based 
system),  Netezza  (a  dedicated  machine) 
and  SAP  (a  future  in-memory  offering). 

Multidimensional  database  architectures. 
Hyperion  Solutions  is  the  leading  expo¬ 
nent  of  traditional  multidimensional 
online  analytical  processing  (MOLAP), 
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while  Oracle  makes  a  great  case  for  rela¬ 
tional  underpinnings  and  Applix  has  an 
interesting  in-memory  argument.  Cog¬ 
nos  makes  a  vigorous  case  for  MOLAP’s 
write  speed  in  planning  contexts,  even  if 
the  original  read-centric  argument  for 
MOLAP  no  longer  holds  water. 

Analytic/transactional  integration.  If  you 
want  to  hear  about  the  integration  of  an¬ 
alytic  and  transaction-processing  appli¬ 
cations,  you  should  talk  to  an  enterprise 
application  vendor.  SAP  had  a  better  sto¬ 
ry  than  Oracle  or  PeopleSoft  even  before 
their  recent  merger.  Now  that  Oracle’s 
app  marketing  is  in  merger-driven 
legacy-reassurance  mode,  SAP  is  clearly 
the  best  tutor  on  the  subject.  Similarly, 
SAP  has  the  best  story  on  analytic  busi¬ 
ness  process  design. 

Alerting  and  mobile  device  support.  Analyt¬ 
ics  vendors  are  increasingly  oriented  to 
helping  you  track  key  performance  indi¬ 
cators  and  alerting  you  when  a  KPI  exits 
its  target  range.  But  similar  capabilities 
have  been  available  in  transactional  apps 
for  quite  a  while.  Here,  too,  the  best 
source  of  information  is  app  vendors  in 
general  and  SAP  in  particular. 

Planning  integrated  with  transactional  apps 
or  other  analytic  technologies.  Looking  at 
their  product  lines,  it’s  clear  that  Cog¬ 
nos,  Hyperion,  SAP  and  Oracle  are  all 
headed  toward  integrating  planning 
tightly  into  their  analytic  and/or  transac¬ 
tional  technology  stacks.  None,  however, 
does  a  good  job  yet  of  explaining  a  credi¬ 
ble  near-term  strategy  in  this  regard.  If 
you  have  to  pick  one  area  in  which  to  in¬ 
vest  your  customer  clout  —  such  as  in¬ 
sisting  on  talking  with  a  senior  product 
manager  —  this  one  is  a  good  candidate. 

Statistical  analysis.  Let’s  end  with  a  sim¬ 
ple  one.  The  vendor  with  by  far  the  most 
to  say  about  business  uses  of  statistics  is 
SAS  Institute.  But  SPSS  Inc.  is  a  worthy 
alternative  in  a  number  of  specific  areas, 
especially  those  pertaining  to  marketing 
applications  and  predictive  analytics. 
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Profiles  in  Business  Mobility  Deploying  Your  Team 


Enable  better  teamwork, 
wherever  your  team  needs  to  work. 


Business  can  happen  anytime, 


anywhere.  And  with  Nokia, 


you’ll  have  the  advanced 

Nokia  6820  Messaging  Device 


messaging  devices  and  secure  mobile  connectivity 


offerings  you  need  to  make  sure  your  team  arrives  fully 
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v  connected— and  ready  to  work.  So  whether  you’re  deploying 


a  team  for  a  big  presentation,  setting  up  a  remote  office, 


or  visiting  a  customer,  Nokia  mobility  solutions  ensure  that  your 
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team  can  hit  the  ground  running. 
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Learn  more  about  applying  a  mobility 
strategy  to  your  business.  Download  the 
‘Small  Change,  Big  Impact”  white  paper  at 

nokiaforbusiness.com 
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Companies  with  CIOs  on 
their  boards  of  directors  do 
better  than  those  without. 
So  why  are  there  so  few? 

By  Steve  Ulfelder 


A  seat  on  a  board  of  directors  is  one  of  cor¬ 
porate  life’s  marks  of  distinction.  In  the 
tight-knit  world  of  senior  executives, 
boards  function  as  both  serious  governing 
bodies  and  can-you-top-this  status  symbols, 
and  either  way,  inclusion  is  a  notable 
achievement. 

With  technology  now  widely  viewed  as  a  key  —  even, 
in  some  cases,  the  key  —  to  business  success,  you  might 
expect  that  boards  would  be  aggressively  courting  CIOs. 
But  that’s  not  the  case.  Last  year,  public  relations  firm 
Burson-Marsteller  checked  with  more  than  3,000  busi¬ 
nesses,  including  the  Fortune  Global  500,  to  see  how 
many  had  installed  CIOs  on  their  boards  of  directors. 
The  answer:  a  depressing  5%  (see  QuickLink  45626). 
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The  study  confirmed  what  Burson-Marsteller 
staffers  suspected.  “A  few  of  us  had  noticed”  the 
dearth  of  CIOs  on  boards,  says  Heidi  Sinclair,  global 
chairman  of  Burson-Marsteller’s  technology  practice. 
“CIOs’  profiles  were  raised  up  by  Y2k,  then  they 
were  torn  down”  when  the  Internet  bubble  burst  in 
2001,  she  adds. 

Businesses  that  do  have  CIOs  on  their  boards  of  di¬ 
rectors  tend  to  outperform  their  competitors,  with 
profits  averaging  6.4%  above  their  industry  averages, 
according  to  the  study,  which  included  senior  IT  exec¬ 
utives  such  as  vice  presidents  within  the  CIO  category. 

So,  what  value  do  CIOs  bring  to  the  board  of  direc¬ 
tors?  Why  aren’t  more  invited  to  join?  And  will  their 
numbers  grow  in  the  near  future? 

WHY  IT  MATTERS 

The  corporate  crime  spree  that  came  to  light  a  few 
years  ago  with  the  Enron  Corp.  debacle  brought 
fresh  attention  to  corporate  governance.  As  a  result, 
while  the  activities  of  boards  vary  widely,  their  visi¬ 
bility  today  is  high. 

The  composition  of  a  board  of  directors  hints  at 
the  CEO’s  priorities.  For  example,  some  boards  are 
stacked  with  illustrious  names  in  an  effort  to  impress 
investors  and  analysts,  while  others  are  composed  of 
members  who  are  less  famous.  But  those  who  are 
less  well  known  may  be  more  innovative  and  willing 
to  question  the  status  quo  than  their  more  famous 
counterparts. 

The  dearth  of  CIOs  on  boards  of  directors  indi¬ 
cates  that,  lip  service  aside,  few  CEOs  view  technolo¬ 
gists  as  likely  to  impress  outsiders  or  contribute 
mightily  on  questions  of  strategy. 

There  are  plenty  of  reasons  for  the  absence  of  IT 
voices  on  corporate  boards,  and  some  are  perfectly 
logical.  Despite  the  recent  evolution  of  the  high- 
profile  IT  leader,  nearly  60%  of  all  CIOs  report  to 
the  chief  financial  officer  or  chief  operating  officer, 
according  to  The  Hackett  Group  Inc.,  a  business  ad¬ 
visory  firm  in  Atlanta.  This  organizational  structure 
guarantees  that  the  entire  IT  function  is  perceived  as 
part  of  operations. 

“Traditionally,  a  CIO’s  focus  was  operational  effec¬ 
tiveness,  and  most  boards  spend  very  little  time  dis¬ 
cussing  operations,”  says  Jon  Piot,  CEO  of  Impact  In¬ 
novations  Group  LP,  an  IT  consulting  firm  in  Dallas, 
and  co-author  of  The  Executive’s  Guide  to  Informa¬ 
tion  Technology  (Wiley,  2003). 

Carl  Dill,  former  CIO  at  AOL  Time  Warner  Inc. 
and  McDonald’s  Corp.  and  now  a  member  of  the 
board  of  directors  at  ThoughtWorks  Inc.,  a  Chicago- 
based  systems  integrator,  puts  it  bluntly:  “The  typical 
CEO  is  looking  for  [board  members]  he  can  be  learn¬ 
ing  from,  and  most  CEOs  are  probably  hesitant  about 
what  they  can  learn  from  a  CIO.”  However,  Dill  says 
he  hopes  “that  will  change  as  CEOs  begin  to  see  how 
much  the  CIO  is  responsible  for.” 

Other  reasons  for  the  scarcity  of  CIOs  in  the 
boardroom  have  to  do  with  marketing  and  old- 
fashioned  networking.  Boards  of  directors  are  often 
as  much  about  glitz  as  they  are  about  governance. 

Big  names  are  at  a  premium,  and  in  the  business 
world,  it’s  exceedingly  rare  for  anybody  other  than  a 
CEO  to  possess  a  big  name. 

Moreover,  like  CIOs,  chief  executives  have  an  in¬ 
formal  network  built  through  roundtables,  industry 


GIVE  ’EM  THE  BUSINESS 

Reasons  for  CIOs’  slow  rise  to  the  board  of  direc¬ 
tors  fall  into  three  categories:  the  nature  of  the 
old-boys’  network,  IT’s  roots  as  a  service  function 
and  technologists’  lack  of  fluency  in  the  language 
of  the  boardroom.  There’s  not  much  you  can  do 
about  the  first  two,  but  if  your  ambition  rises  all 
the  way  to  the  board,  you’d  better  address  the 
third.  Here  are  some  ways  to  get  started: 

■  GET  MOVING  ON  YOUR  MBA. 

■  TAKE  -  OR  EVEN  AUDIT  -  A  FEW  KEY 
BUSINESS  COURSES. 

■  ENROLL  IN  THE  SOCIETY  FOR  INFORMATION 
MANAGEMENT’S  REGIONAL  LEADERSHIP 

FORUM,  a  nine-month  professional  development 
program  aimed  at  preparing  participants  for 
senior  management  in  today’s  business-driven 
IT  culture. 

■AGGRESSIVELY  DEMONSTRATE  AN  INTEREST 
IN  THE  BUSINESS  AT  EVERY  OPPORTUNITY.  For 

example,  ask  lots  of  questions  when  gathering 
user  requirements  and  learn  the  ins  and  outs  of 
the  business  units. 

■  REQUEST  A  TEMPORARY  ROTATION  OUT  OF  IT 

and  into  a  business  unit. 

-  Steve  Ulfelder 


confabs  and  the  like.  So  it’s  understandable  that 
when  a  CEO  seeks  to  stock  his  board,  the  names  that 
come  to  mind  are  folks  he’s  served  on  panels  or 
played  golf  with. 

But  when  it  comes  to  barriers  that  are  within  the 
control  of  technologists,  the  theme  of  communica¬ 
tion  arises  most  frequently.  Whether  fairly  or  not, 
technologists  are  still  seen  by  many  business  people 
as  too  eager  to  discuss  speeds  and  feeds,  bits  and 
bytes.  “Most  CIOs  grow  up  in  the  IT  department,” 
says  Piot.  “They  work  on  the  network  or  infrastruc¬ 
ture,  then  in  project  management.  Nowhere  in  that 
chain  are  they  exposed  to  the  language  of  running  a 
business.” 

In  today’s  world,  technology  budgets  are  expected 
to  mirror  the  priorities  of  the  business  and  bring 
about  competitive  advantage.  Not  only  are  CIOs  ex¬ 
pected  to  make  this  happen,  but  they  also  need  the 
ability  to  make  their  fellow  executives  understand 
that  it’s  happening. 

WHO’S  IN 

Senior  IT  managers  say  the  CIOs  and  former  CIOs 
who  are  most  likely  to  serve  on  corporations’  boards 
are  those  who  have  used  IT  to  transform  a  business 
in  a  high-profile  fashion.  “The  common  theme  is  vi¬ 
sionary  use  of  technology  to  achieve  business  results 
and  a  demonstrated  ability  to  communicate  that  vi¬ 
sion  to  the  CEO,”  says  Bill  Masters,  CIO  at  National 
Medical  Health  Card  Systems  Inc.,  a  pharmacy  bene¬ 
fit  management  provider  in  Port  Washington,  N.Y. 

As  an  example,  Masters  cites  Dawn  Lepore,  who  is 
now  CEO  of  Drugstore.com  Inc.  in  Bellevue,  Wash. 


www.computerworld.com 


In  her  20  years  at  The  Charles  Schwab  Corp.,  includ¬ 
ing  several  in  the  CIO  position,  Lepore  helped  the 
brokerage  firm  become  a  leader  in  the  online  arena. 
Before  taking  the  top  job  at  Drugstore.com,  she 
served  on  the  boards  of  Wal-Mart  Stores  Inc.  and 
eBay  Inc. 

Once  a  CIO  does  get  on  a  board  of  directors,  other 
invitations  often  follow.  “CIOs  who  get  on  boards  be¬ 
come  enough  of  an  influence  on  business  leaders  so 
that  they  surface  on  people’s  lists”  when  there’s  an¬ 
other  slot  to  be  filled,  says  Dill,  who  currently  sits  on 
two  boards.  The  key,  he  adds,  is  to  “be  thought  of  as  a 
business  change  leader,  not  just  a  back-office  opera¬ 
tor.”  Dill  notes  that  the  way  in  which  he  came  to  be 
on  ThoughtWorks’  board  of  directors  exemplifies  the 
informal  networking  that’s  common  among  CEOs. 
While  he  was  at  AOL  Time  Warner,  Dill  worked  fre¬ 
quently  with  an  executive  search  firm.  Later, 
ThoughtWorks  used  the  same  firm  to  help  identify 
potential  board  members,  and  it  was  natural  that 
Dill’s  name  arose. 

PLENTY  TO  OFFER 

CEOs  who  fail  to  offer  a  slot  to  a  top  technologist 
may  be  depriving  their  boards  of  directors  of  valu¬ 
able  cross-company  knowledge.  “CIOs  have  access  to 
the  broadest  and  deepest  amounts  of  the  information 
needed  to  manage  a  company,”  says  Tom  Lewis. 

Once  the  CIO  for  the  Executive  Office  of  the  Presi¬ 
dent  during  the  Reagan  administration  and  also  CIO 
at  USF&G  Insurance  Co.,  Lewis  now  sits  on  the 
board  of  ITM  Software  Corp.,  a  vendor  of  business 
management  systems  in  Mountain  View,  Calif. 

“We  add  a  lot  of  value  because  our  responsibili¬ 
ties  cover  all  areas  of  the  business,  not  merely  one 
function,”  says  Dill.  “IT  is  like  a  business  within  a 
business.  A  CIO  needs  to  know  marketing,  finance, 
sales,  operations  and  so  on,  so  there’s  a  broad  busi¬ 
ness  understanding.” 

Dill  adds  that  in  certain  areas  of  concern  to  busi¬ 
ness  today,  CIOs  are  likely  to  be  the  senior  execu¬ 
tives  with  the  most  real-world  experience.  “IT  is 
typically  first  to  get  into  outsourcing,  including  off¬ 
shoring,”  he  says.  “And  other  departments  are  now 
thinking  more  about  that.”  The  same  goes  for  procur¬ 
ing  professional  services  in  general,  an  area  that’s  old 
hat  for  many  CIOs. 

One  common  critique  of  boards  of  directors  is  that 
their  makeup  overemphasizes  certain  skills.  The  ben¬ 
efits  of  having  a  board  member  who  launched  or  ran 
a  business  in  impressive  fashion  are  obvious,  but 
many  boards  include  several  such  members  at  the 
expense  of  the  complementary  knowledge  a  CIO 
could  bring.  “Business  people  know  where  they  want 
to  lead  the  company,”  says  Lewis.  “CIOs  have  much 
more  ability  to  extract  value  from  assets.  Corpora¬ 
tions  that  exploit  both  sets  of  skills  find  great  value.” 

In  the  end,  the  lack  of  CIOs  on  corporate  boards 
may  be  a  symptom  rather  than  the  ailment.  “The 
problem  is  broader  than  just  not  being  on  boards,” 
says  Lewis.  “It’s  not  being  a  peer  in  the  major  deci¬ 
sions  of  the  company.  It’s  important  for  CIOs  to  as¬ 
sert  themselves  and  establish  that  peer  relationship, 
and  that’s  a  philosophical  change.”  ©  51548 


Ulfelder  is  a  Computerworld  contributing  writer. 

Contact  him  at  sulfelder@charter.net. 
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U.S.-Russia 
Tech  Symposium 

■  Feb.  17-18,  Stanford,  Calif. 
Sponsors:  Stanford  University, 
Dow  Jones  &  Co. 

Topics  at  the  second  annual  U.S.-Rus- 
sia  Technology  Symposium  include 
government  policy  toward  entrepre¬ 
neurship  and  innovation,  opportunities 
for  technology  partnerships,  global 
flows  of  capital  and  technology, 
changing  business  models,  institutions 
and  incubators,  and  overseas  invest¬ 
ing.  www.usrts.org/stanford 


Security 

■  Feb.  14-18,  San  Francisco 
Sponsor:  RSA  Security  Inc. 

The  14th  Annual  RSA  Conference  in¬ 
cludes  tracks  on  applied  security,  the 
business  of  security,  cryptography,  ap¬ 
plication  development,  government, 
hackers  and  threats,  identity  and  ac¬ 
cess  management,  perimeter  defense, 
privacy  law  and  policy,  professional 
development,  secure  Web  services, 
standards,  and  wireless  and  embed¬ 
ded  security.  http://2005. 
rsaconference.com/us/ 


Knowledge 

Management 

■  Feb.  28-March  2,  San  Francisco 
Sponsor:  Braintrust  International 

The  seventh  annual  Braintrust  Interna¬ 
tional  summit  on  knowledge  manage¬ 
ment  includes  topics  such  as  the  pow¬ 
er  of  KM  as  boomers  take  flight,  KM’s 
role  in  the  global  economy,  leveraging 
the  next-generation  knowledge  work¬ 
er.  achieving  buy-in,  using  knowledge 
to  facilitate  innovation  and  blogs. 
www.iirusa.com/braintrust 


Supply  Chain 

■  March  1-2,  Dallas 
Sponsor:  International  Quality  & 
Productivity  Center 

Supply  Chain  IT:  Standardizing,  Inte¬ 
grating  and  Securing  Data  will  cover 
topics  such  as  designing  a  foundation 
for  IT  and  supply  chain  integration, 
standardizing  databases  to  support 
supply  chain  systems,  driving  cost  re¬ 
ductions  and  ROI,  wireless  solutions 
and  securing  the  supply  chain. 
www.iqpc.com 


Funding  Your 
Infrastructure 


BART  PERKINS 


IT’S  NOTORIOUSLY  DIFFICULT  to  get  funding 
for  infrastructure.  Quantifying  the  benefits  of  an 
infrastructure  investment  as  a  stand-alone  proj¬ 
ect  is  nearly  impossible,  so  very  few  companies 
fund  infrastructure  by  itself.  Even  seeking  money 


for  infrastructure  upgrades 
can  be  a  frustrating  experi¬ 
ence.  Many  companies  up¬ 
graded  their  infrastructure  as 
part  of  their  Y2k  efforts  and 
have  avoided  subsequent  in¬ 
vestments.  As  a  result,  infra¬ 
structure  upgrades  are  long 
overdue  in  most  corporations 
today.  Justifying  this  funda¬ 
mental  investment  is  one  of 
IT’s  key  challenges. 

Most  companies  force  IT 
to  bury  the  cost  of  infrastruc¬ 
ture  in  IT  projects.  Unfortu¬ 
nately,  this  approach  has  in¬ 
herent  difficulties.  Buried  in¬ 
frastructure  costs  can  create 
these  common  pitfalls: 

■  Distorted  business  cases. 

The  first  project  to  require  new  infra¬ 
structure  typically  pays  most  of  the  cost, 
while  subsequent  projects  get  an  unfair 
free  ride.  This  makes  cost  evaluations 
and  comparisons  among  projects  diffi¬ 
cult  and  inaccurate. 

■  “You  first”  syndrome.  Because  the  first 
project  pays  most  of  the  infrastructure 
cost,  every  department  wants  its  project 
to  be  second  in  line  at  the  funding  trough, 
creating  a  counterproductive  competi¬ 
tion.  One  client  was  facing  a  major  net¬ 
work  investment.  Knowing  this,  sales  and 
finance  dithered  for  a  year,  each  inviting 
the  other  to  start  the  next  project  (and 
therefore  bear  the  cost).  While  they 
were  focused  on  internal  politics,  a  com¬ 
petitor  stole  significant  market  share. 

■  Piecemeal  infrastructure.  Companies 
that  fund  infrastructure  one  piece  at  a 
time  rarely  have  an  overall  design,  re¬ 
sulting  in  an  inconsistent  implementa¬ 
tion.  This  is  similar  to  putting  fiber-optic 
cable  in  your  house’s  new  addition  with¬ 


out  upgrading  any  existing 
parts  of  your  home  network. 
Moreover,  although  imple¬ 
menting  infrastructure  in 
stages  may  be  sufficient  for 
the  first  few  applications, 
it  may  not  scale  or  be  cost- 
effective. 

■  Inaccurate  accounting. 

When  infrastructure  costs 
are  spread  across  multiple 
projects  and  organizations, 
it  becomes  difficult  to  accu¬ 
rately  assess  the  total  cost  of 
your  infrastructure  or  to 
model  future  expenditures. 

Infrastructure  should  be 
funded  explicitly.  Cisco’s 
CEO,  John  Chambers,  be¬ 
lieves  that  a  rich  infrastruc¬ 
ture  will  result  in  increased  corporate 
productivity  and  is  simply  the  cost  of 
doing  business.  Cisco  funds  its  infra¬ 
structure  at  the  corporate  level;  business 
cases  have  to  justify  only  direct  project 
costs.  Every  company  should  adopt  this 
best  practice. 

Unfortunately,  few  CIOs  have  the  lux¬ 
ury  of  working  with  an  executive  team 
that  gives  infrastructure  projects  a  high 
priority.  If  your  company  is  reluctant  to 
allocate  sufficient  funding,  explain  the 
detrimental  effects  of  buried  infrastruc¬ 
ture  costs.  Be  prepared  to  describe  in 
business  terms  how  a  robust  infrastruc¬ 
ture  will  better  serve  corporate  business 
objectives. 

In  addition,  use  these  approaches  to 
help  justify  infrastructure  expenditures: 

■  Explain  the  infrastructure  life  cycle.  Most 
companies  plan  for  the  necessary  ex¬ 
penses  associated  with  physical-plant 
refurbishment.  For  example,  when  a  hos¬ 
pitality  company  models  the  financial 


return  from  a  hotel,  it  plans  to  replace  all 
the  beds  and  carpets  at  specified  inter¬ 
vals.  These  expenses  require  little  justi¬ 
fication,  since  “wear  and  tear”  is  well 
understood  and  easily  visible.  Similarly, 
IT  infrastructure  components  have  a  fi¬ 
nite  lifetime  and  need  to  be  upgraded  or 
replaced  periodically,  typically  every 
three  to  four  years. 

■  Tie  infrastructure  to  business  needs.  It’s 
easier  to  justify  infrastructure  required 
by  a  business  program  that  blunts  a  com¬ 
petitive  threat  or  achieves  a  significant 
business  objective.  (Just  keep  the  fund¬ 
ing  and  accounting  separate!) 

■  Level  the  burden  by  spreading  the 
costs  across  all  applications  that  use 
the  infrastructure.  New  applications 
should  contribute  proportionally  as  they 
are  installed. 

■  Show  low  unit  costs.  The  easiest  way  to 
keep  critics  at  bay  is  to  demonstrate  that 
your  costs  of  infrastructure  services  are 
low.  Compare  your  organization’s  costs 
against  industry  norms,  and  make  sure 
you  have  trimmed  any  fat.  Low  unit  costs 
can  help  deflect  attacks  if  your  overall 
costs  rise  as  a  result  of  higher  volumes. 

■  Demonstrate  infrastructure  leverage. 
Show  how  planning  and  implementing  a 
robust,  scalable  infrastructure  will  better 
support  current  applications  as  well  as 
those  planned  over  the  next  few  years. 

■  Set  executive  expectations.  When  you 
request  infrastructure  funding,  prepare 
your  executive  team  for  future  expendi¬ 
tures.  Explain  the  approximate  cost  and 
time  frame  of  the  next  infrastructure 
refresh.  Subsequent  upgrades  are  inev¬ 
itable,  so  prepare  them  with  an  “I’ll  be 
back”  message. 

Infrastructure  is  the  foundation  of  cor¬ 
porate  productivity  and  provides  crucial 
support  for  your  company’s  future  busi¬ 
ness  initiatives.  For  maximum  effective¬ 
ness,  infrastructure  needs  to  be  well  de¬ 
signed,  adequately  funded  and  upgraded 
regularly.  ©  51478 
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Register  to  join  our  January  27th  live  web  event, 
“VoIP:  Implementation  Strategies  for  the  Corporate 
Enterprise,”  today  at  www.gobroadcom.com/VolP 
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LOOK  WITHIN  — 

YOUR  NETWORK  IS  MORE 
POWERFUL  THAN  YOU  REALIZE 

To  engage  the  immense  power  of  IP  convergence  —  data,  voice,  applications,  networks  —  the  underlying  technology  must  function  securely, 
reliably  and  efficiently.  Only  Broadcom®  offers  end-to-end  networking  chips  with  the  built-in  power  to  manage  convergence  —  from  core 
storage  and  servers,  through  switch  fabrics  to  desktops,  multi-functional  devices  and  beyond.  Broadcom’s  wired  and  wireless  technology 
throughout  the  network  reduces  complexity  and  enhances  the  end-user  experience.  With  Broadcom,  there  is  no  gap  between  legacy  and 
future  technologies  —  only  seamless  communication  at  maximum  speed.  Technology  advances.  Networks  expand.  Control  is  maintained. 


Broadcom .•  the  pulse  logo,  Connecting  everything/  and  the  Connecting  everything  logo  a re  trademarks  of  Broadcom  Corporation  and/or  its  subsidiaries  In  the  United  States  and  certain  other  countnos  Ail  other  trademarks  are  the  property  of  their  respective  owners. 
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Call  Centers  Put  on  Speed  Dial 

Mental  health  provider  Magellan  Health 
Services  load-balances  its  geographically 
distributed  staff  with  its  VoIP  deployment. 
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Fashion  Designer  Gets  Hip  to  IP 

By  piggybacking  voice  traffic  onto  a 
routed  IP  network,  Liz  Claiborne  has 
reduced  long-distance  calling  charges. 
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OPINION 

VoIP  Is  Scary 

VoIP’s  security  risks  aren’t  worth 
mere  cost  savings,  says  columnist 
Mark  Hall.  But  the  right  application 
might  change  that.  PAGE  37 


EDITOR’S  NOTE 

This  isn’t  going  to  be  cheap  or  easy. 
For  large  corporations,  switching  to  a 
voice-over-IP  (VoIP)  system  could  re¬ 
quire  an  investment  of  $20  million  to 
$40  million  or  more,  according  to 
Chicago-based  consulting  firm  DiamondCluster 
International  Inc.  And  the  most  common  mis¬ 
take  is  underestimating  the  complexity  of  the 
project,  DiamondCluster  says. 

For  starters,  you  need  to  do  an  assessment  of 
your  current  data  network  to  see  if  it’s  robust 
enough  to  handle  the  bandwidth  and  service 
quality  required  for  voice  traffic.  Hint:  It  proba¬ 
bly  isn’t  and  will  require  upgrades.  And  that 
readiness  assessment  alone  costs  an  average  of 
$17,220,  according  to  Nemertes  Research  LLC  in 
New  York. 

Nevertheless,  mainstream  corporate  IT  execu¬ 
tives  are  diving  into  VoIP.  A  recent  survey  of  131 
companies  by  Deloitte  &  Touche  USA  LLP  found 
that  two-thirds  of  businesses  will  be  deploying 
VoIP  to  the  desktop  by  2006.  In  many  cases, 
they’re  moving  out  of  pilot  projects  and  into  full- 
fledged  deployments. 

In  this  special  report,  we  provide  extensive 
case  studies  of  Five  robust  VoIP  projects  at  major 
companies  such  as  GlaxoSmithKline,  Magellan 
Health  Services  and  Liz  Claiborne. 

The  interesting  thing  is  that  there’s  a  disconnect 
between  the  stories  these  users  tell  and  the  stories 
the  analysts  think  the  users  should  be  telling.  The 
analysts  say  the  strategic  benefits  of  VoIP  are  in 
fancy  “converged  applications,”  but  the  users 
mostly  want  tactical  improvements  like  toll  by¬ 
pass,  extension  mobility  and  a  single  voice/data 
network  to  manage.  In  this  economic  climate,  IT 
managers  —  always  a  pragmatic  bunch  —  are 
looking  for  cost  savings  first;  then  they  can  layer 
on  those  fancy  applications  in  the  future.  ©  51609 

Mitch  Betts  is  Computerworld’s  executive  editor. 
Contact  him  at  mitch_betts@computerworld.com. 
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UnID1  Ready  for 
VOIr  .Prime Time 

With  most  early  problems  ironed  out,  what’s 
missing  now  are  the  killer  apps.  BY  MATT  HAMBLEN 


Four  years  ago,  a  company  investing  in 
voice-over-IP  technology  was  taking  a 
huge,  bleeding-edge  risk.  Poor  voice  qual¬ 
ity  and  reliability  were  all-too-common 
complaints.  But  today,  many  of  those  tech¬ 
nical  problems  have  been  ironed  out,  and 
VoIP  is  moving  into  the  mainstream. 

Companies  are  now  using  VoIP  technology  to 
combine  voice  and  data  networks  and  introduce 
powerful  applications,  such  as  the  ability  to  dial  a 
voice  call  by  clicking  on  a  co-worker’s  name  in  a 
company  directory  instead  of  looking  up  the  number 
and  dialing  it.  Indeed,  VoIP  has  matured  to  the  point 
where  companies  should  be  prepared  to  test  the 
technology  as  an  eventual  replacement  for  tradition¬ 
al  circuit-switched  systems,  which  will  eventually  be 
phased  out. 

A  full  97%  of  new  phone  systems  installed  in 
North  America  in  2007  will  be  VoIP  or  a  hybrid 
of  VoIP  and  circuit-switched  systems,  predicts  Jeff 
Snyder,  an  analyst  at  Gartner  Inc.  in  Stamford,  Conn. 

In  fact,  the  market  shows  a  clear  decline  in  the 
number  of  traditional  voice  switches  sold  in  North 
America  and  an  increase  in  IP-enabled  or  pine  IP  sys¬ 


tems.  Revenue  for  pure  IP  systems  sold  in  North 
America  in  2005  are  expected  to  hit  $903  million, 
up  32%  from  $686  million  in  2004,  Gartner  esti¬ 
mates  show.  Meanwhile,  sales  for  traditional  circuit- 
switched  systems  are  expected  to  drop  by  32%  in  2005 
to  $999  million,  down  from  $1.4  billion  a  year  earlier. 
And  hybrid  systems  are  projected  to  grow  by  30%, 
hitting  $2  billion  in  2005,  up  from  $1.5  billion  in  2004. 

But  for  many,  the  technology’s  return  on  invest¬ 
ment  is  still  uncertain.  To  get  payback  from  VoIP, 

IT  managers  must  find  the  applications  that  will  be 
critical,  if  not  killer,  for  their  organizations,  and  they 
must  be  prepared  to  look  hard  for  reliable  systems 
integrators. 

Moving  With  the  Times 

Snyder  says  the  main  reason  to  consider  VoIP  isn’t 
cost  savings,  as  many  vendors  would  have  you  be¬ 
lieve,  but  long-term  system  protection,  simply  be¬ 
cause  traditional  systems  won’t  be  available  in  com¬ 
ing  years.  Companies  can  save  money  by  converging 
separate  voice  and  data  networks  into  a  single  IP  net¬ 
work.  Plus,  calls  made  between  remote  sites  are  free, 
and  moving  or  adding  employees  costs  less. 

But,  Snyder  warns,  “the  cost  savings  for  most  orga¬ 
nizations  is  not  compelling  enough  to  change  from 
an  older  system.” 

“Enterprise  buyers  are  definitely  more  comfort¬ 
able  with  the  technology  than  they  were  four  years 
ago  —  with  good  reason,”  says  Brian  Riggs,  an  ana¬ 
lyst  at  Current  Analysis  Inc.  in  Sterling,  Va.  “The 
technology  has  matured  quite  a  bit,  and  the  product 
offerings  are  stabilized.  But  that  being  said,  although 
a  lot  of  enterprises  recognize  that  IP  is  the  direction 
they  are  eventually  going  to  take,  the  majority  may 
not  feel  the  pressure  to  make  the  switch  right  now 
because  their  existing  systems  are  working  and  the 
applications  they  have  are  good  enough.” 

There  is  clearly  no  single  killer  app  to  drive  adop¬ 
tion,  experts  say.  Adding  applications  such  as  soft- 
phones  or  eliminating  the  need  for  a  separate  hand¬ 
set  is  “not  going  to  rock  your  world,”  Snyder  says. 
“We’re  still  waiting  for  a  sufficient  number  of  these 
applications  that  added  together  will  provide  great 
efficiencies.  Today,  it’s  still  hard  to  find  enough  of 
these  measurable  efficiencies  to  justify  the  expense 
of  IP  telephony.” 

Integration  Issues 

The  obstacles  of  the  technology’s  early  days  have 
been  largely  overcome.  Several  VoIP  vendors  now 
sell  software  that  can  create  quality-of-service  (QoS) 
capabilities  so  networks  can  be  tuned  to  give  prefer¬ 


ence  to  voice  calls 
over  data  calls.  But 
that  can  be  a  tricky 
process.  The  value 
of  VoIP  is  that  it 
combines  data  and 
voice  so  that  a  com¬ 
panywide  phone  di¬ 
rectory  can  be  easily 
located,  for  example. 

But  if  the  data  net¬ 
work  is  secondary  to 
voice,  it  might  be 
hard  to  find  such 
needed  data  on  a 
voice  or  video  call, 

Snyder  says. 

Voice  quality  can 
also  be  refined  to 
become  nearly  iden¬ 
tical  to  the  quality 
of  a  call  from  a  cir¬ 
cuit-switched  net¬ 
work,  but  that  re¬ 
quires  a  robust  IP 
network  that  will 
add  to  total  costs. 

One  of  the  biggest 
challenges  for  companies  considering  VoIP  today 
isn’t  the  technology  or  finding  vendors  to  provide 
the  needed  hardware  and  software.  Instead,  it’s  find¬ 
ing  a  credible  integrator,  says  Snyder.  “The  integra¬ 
tors  are  the  ones  who  deploy  VoIP  security,  design 
reliability  and  redundancy  and  set  up  management 
for  QoS.  These  are  the  big  hot  buttons,  and  it  is  pos¬ 
sible  to  provide  such  things,”  he  says.  “But  there  are 
shortages  of  these  [integrators].” 

In  the  past,  some  failures  of  VoIP  could  be  traced 
to  integrators  and  IT  personnel  trained  in  data  net¬ 
works  but  unfamiliar  with  voice  networks,  Snyder 
says.  In  fact,  Cisco  Systems  Inc.,  a  top  VoIP  system 
provider,  has  grown  more  rigorous  in  choosing  its  in¬ 
tegrators  in  order  to  provide  more-qualified  workers. 

Riggs  says  the  biggest  challenge  remains  finding 
the  killer  apps  that  will  force  many  more  companies 
to  upgrade  to  VoIP. 

Still,  VoIP  is  a  “hugely  hot  topic”  with  IT  man¬ 
agers,  as  some  of  the  reins  on  spending  are  eased, 
Snyder  adds.  “People  ask  me,  ‘Do  I  need  to  change  to 
VoIP?’  and  I  say,  ‘You  need  to  be  aware  of  it  and  in¬ 
formed  about  it  so  you  can  decide  when  the  time  is 
right,  but  don’ t  feel  forced  to  do  it.’  ”  ©  51407 


VOIP  vs.  CIRCUIT 


U.S.  Phone  Extensions  Installed 

According  to  projections  from  The  Insight  Research  Corp.  in 
Boonton,  N.  J..  the  number  of  VoIP  extensions  installed  won’t 
catch  up  to  circuit-switched  extensions  until 2007. 


2004 

2005 

2006 

2007 

2008 

Premises 

VoIP 

13.6M 

19.4M 

26.6M 

35.3M 

45.2M 

Legacy 

PBX 

47.0M 

42.7M 

38.6M 

34.7M 

_ 

30.8M 

TOTAL 

60.6M 

62.1M 

65.2M 

70. 0M 

76. 0M 

TOPS  IN  Vol 


For  the  first  six  months  of  2004, 
the  largest  ve  lors  in  North  Amer¬ 
ica  selling  any  type  of  voice  sys¬ 
tem,  including hybrid  and  pure  IP. 
were;  fortei Mi  ■vui I  .  Corf 
Avayalnc.J 

Cisco  Syster  According 
to  Gartner, research,  Cisco -leads  in 
IP-only  system  sales  I  n  Noveri  ibe  i 
the  vendor  reported  that  It  had 
shipped  its  4  millionth  IP  phone 
worldwide. 
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With  SAS®  software’s  new  Intelligence  Platform,  you  can... 
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ANALYTIC  INTELLIGENCE 


SAS  introduces  a  software  breakthrough  for  sharing  mission-critical  intelligence,  in  just  the  right 
context,  with  everyone  from  executives  to  knowledge  workers.  And  for  increasing  the  value  of  your 
IT  investment  every  step  of  the  way -from  aggregating  and  ensuring  the  quality  of  data,  from  any 
source,  to  transforming  that  data  into  predictive  insight  using  the  world’s  best  analytics.  Can  one 
intelligence  platform  truly  fit  all  your  needs,  within  IT  and  across  your  enterprise?  Let  us  prove  it. 
Call  toll  free  1  866  791  3183  or  visit  our  Web  site. 

www.sas.com/itbreakthrough 
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Newspaper 
Centralizes 
Call  Routing 

Gains  centralized  management  and 
toll  efficiencies.  BY  JOANIEWEXLER 


T 


HE  SEATTLE  TIMES  CO. 
learned  in  2001  that  its 
private  branch  exchange 
vendor,  Avaya  Inc., 


CASE 

STUDY 


would  soon  discontinue  sup¬ 
port  for  its  aging  Definity  G2  circuit- 
switched  phone  system.  So  the  centu¬ 
ry-old  daily  newspaper  embarked 
on  a  search  for  a  future-proof  PBX 
replacement. 

“We’re  a  24-by-7  shop  with  a  news¬ 
room  full  of  deadline-oriented  re¬ 
porters,”  says  Thomas  Dunkerley,  IT 
communications  manager.  “We  have 


the  same  expectations  for 
quality  of  service  and  uptime 
that  hospitals  have.” 

After  also  evaluating  phone 
systems  from  Cisco  Systems 
Inc.  and  Nortel  Networks  Ltd.,  the 
company  settled  on  an  Avaya  Commu¬ 
nication  Manager  IP  PBX.  Nortel 
seemed  to  require  a  forklift  change  in 
administration,  Dunkerley  says,  and 
CPU  fault-tolerance  in  Cisco’s  Call- 
Manager  IP  PBX  required  manual 
intervention. 

“For  one  CPU  to  fail  over  to  the  oth¬ 


er,  you  had  to  go  in  and  make  routing 
changes,”  he  explains. 

Historically,  negative  perceptions 
surrounding  IP  PBX  reliability  have  in¬ 
hibited  IP  telephony  acceptance,  says 
Robert  Rosenberg,  president  of  The 
Insight  Research  Corp.  in  Boonton,  N.J. 
This  is  one  reason  the  number  of  in¬ 
stalled  IP-based  phone  extensions 
won’t  catch  up  with  the  number  of 
legacy  extensions  until  2007,  according 
to  Insight’s  research. 

Today,  remote  Seattle  Times  news 
bureaus,  warehouses  and  distribution 
sites  run  Avaya  4620  IP  handsets 
but  not  Avaya  PBX  software.  Instead, 
the  distributed  handsets  feed  off  a  cen¬ 
trally  managed  system  via  private  rout¬ 
ed  WAN  connections.  Remote  users 
dial  over  the  private  network  to  the 
headquarters  IP  PBX  to  make  any 
kind  of  call. 

“What  used  to  cost  us  $50,000  in 
dial  charges  now  costs  us  $2,000  for  a 
router  at  each  site,”  Dunkerley  says. 

The  catch,  though,  is  that  should 
a  T1  fail,  all  land-line  calling  capabili¬ 
ties  at  that  site  would  cease.  So  there 
is  an  emergency  analog  line  at  most 
sites.  “And  there  are  cell  phones  around 
to  use  in  case  of  emergency,”  Dunker¬ 
ley  says. 

COAT-HANGER  CABLING  PLANT 

The  Times  headquarters  consists  of 
four  connected  buildings  constructed 
over  the  past  100  years  or  so.  When  the 
company  purchased  the  Avaya  Com¬ 


munication  Manager  in  2001,  it  had  a 
mix  of  old,  very  old  and  very,  very 
old  cabling. 

Dunkerley  notes  that  VoIP  requires 
a  high-end,  Category  5E  cabling  plant. 
“But  shortly  after  we  bought  the  sys¬ 
tem,  Sept.  11  hit.  Then  there  was  the 
dot-com  bust,  and  our  budget  vapor¬ 
ized,”  he  says.  “We  were  stuck  with  an 
IP  phone  system  needing  a  good  ca¬ 
bling  infrastructure  and  no  money  to 
get  one.” 

The  situation  slowed  deployment. 
But  the  Times  conducted  extensive  in- 
house  testing  and  discovered  that 
“VoIP  can  run  over  coat-hanger  wire,” 
Dunkerley  says,  including  existing  Cat¬ 
egory  3  wiring  and  links  running  far 
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Running  VoIP  over  aging 
cabling  infrastructure 
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beyond  Ethernet’s  official  100-meter 
limit.  “The  stuff  ran  fine,”  he  says.  “It 
was  much  better  than  a  cell  phone 
connection,  even  in  the  worst  case.” 

The  company  moved  groups  over  to 
the  new  system  a  little  at  a  time  for  six 
months,  then  struck  a  deal  with  Avaya’s 
cabling  service  to  get  the  higher-end 
cabling  out  to  the  endpoints.  “Our 
quality  never  really  changed,  except  for 
the  occasional  pops  and  clicks,”  with 
the  improved  cabling,  says  Dunkerley. 

DISASTER  GONE  GOOD 

Dunkerley  enjoys  telling  an  anecdote 
that  demonstrates  how  well  the  shift 
from  circuit-switched  to  IP  telephony 
worked.  During  a  routine  weekend 
move  of  a  news  bureau,  workers 
dropped  and  destroyed  a  Definity  G2 
that  was  to  remain  in  service  for  an¬ 
other  several  months. 

Knowing  that  the  bureau  workers 
expected  their  phone  extensions  to  be 
working  Monday  morning,  Dunkerley 
installed  a  spare  WAN  access  router  at 
the  location  and  placed  a  quick  call  to 
Avaya  for  some  programming  advice. 
He  then  connected  Avaya  IP  handsets 
to  the  router  at  the  bureau,  sat  back 
and  awaited  calls  from  confused  users 
on  Monday. 

But  his  phone  stayed  silent.  Eventu¬ 
ally,  he  called  the  bureau.  He  learned 
that  users  realized  that  their  phones 
had  been  replaced,  but  because  the 
handsets  were  intuitive  to  use,  they 
hadn’t  required  any  help. 

Like  many  organizations,  the  Times 
anticipated  that  IP  would  simplify 
moving  users.  “Our  organization 
moves  25%  of  its  people  every  year. 
With  1,000  end  users,  that’s  250  moves 
a  year.  Now,  users  basically  move 
themselves,”  Dunkerley  says. 

There’s  also  less  cable  to  the  desk¬ 
tops.  One  cable  stretches  from  the 
wiring-closet  Ethernet  switch  to  the  IP 
phone.  The  PC  hangs  off  the  phone, 
cutting  cable  installations  almost  in 
half,  says  Dunkerley. 

The  Avaya  PBX  can  support  both 
digital  calling  features  and  IP  on  the 
same  switch.  “As  much  as  we  like  VoIP, 
it  is  subject  to  power  problems,” 
Dunkerley  says.  “You  need  power  to 
your  closet  switches  and  to  your 
phones.  We  decided  it’s  best  to  have  a 
few  traditional  digital  phones  in  criti¬ 
cal  areas  for  when  power’s  down.” 

He  said  he  keeps  eight  digital 
phones  out  of  1,000  functioning  for 
peace  of  mind.  ©  51276 


Wexler  is  a  freelance  writer  in 
California’s  Silicon  Valley.  Contact 
her  at  joanie@jwexler.com. 


Small  Project 
Works  Out 
The  Kinks 


Drug  maker  builds  test  case 
for  worldwide  VoIP  rollout. 

BY  MAH  HAMBLEN 


Last  august,  global 
pharmaceutical  maker 
GlaxoSmithKline  PLC 
put  400  IT  workers  in  a 
new  building  in  Durham,  N.C., 
on  a  VoIP  test  network  that  would 
serve  as  a  proving  ground  for  future 
rollouts  worldwide. 

The  company,  which  began  explor¬ 
ing  VoIP  in  late  2003,  started  with  the 
goal  of  building  an  all-IP  system  and 
brought  together  a  team  of  10  internal 
voice  and  data  engineers  to  work  on 
the  project,  says  Charles  Goodall, 
manager  of  global  voice  technology 
and  architecture. 

The  team  built  an  IP  LAN  using 
Catalyst  6500  switches  from  Cisco 
Systems.  But  it  eventually  settled  for  a 
hybrid  of  IP  and  circuit-switched 
technologies  with  a  Siemens  AG 
HiPath  voice  system,  partly  so  it 


could  continue  to  serve  a 
number  of  circuit-switched 
phones,  Goodall  says. 

All  told,  hardware  and  soft¬ 
ware  costs  for  the  Durham 
test  site  were  about  $1.6  million: 

$1  million  for  Cisco  gear,  $500,000 
for  500  OptiPoint  phones  and  the 
Siemens  HiPath  4000,  and  $100,000 
for  Avaya  messaging  software. 

To  reduce  cabling  costs  and  obtain 
related  savings  from  a  converged  net¬ 
work,  the  planners  decided  to  run  one 
cable  to  each  desktop  for  both  PCs 
and  phones,  Goodall  says.  About  25 
of  those  users  are  testing  softphones 
over  the  system,  giving  them  voice 
service  through  a  PC  equipped  with 
a  microphone. 

“Service  has  been  excellent,  and  the 
users  have  not  noticed  a  difference, 
which  is  a  good  thing,”  Goodall  says. 
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GlaxoSmithKline  is  planning  a  global  VoIP  deployment,  says  Charles  Goodall. 


GLAXOSMITHKLINE  PLC 

PROJECT  SCOPE:  A  S1.6  million  project 
involving  400  users  and  500  phones 

KEY  VEY’ODRS:  Siemens,  Cisco  Systems 
and  Avaya 

CHALLENGES  Learning  a  new  technol¬ 
ogy;  blending  voice  and  data  teams 

BENEFIT:  First  step  toward  a  more 
mobile  global  workforce 

More  than 

10%  cost  reduction  in  moves,  adds 
and  changes 


The  company  has  set  a  five-year 
goal  to  improve  mobile  connectivity 
from  the  current  level  of  30%  of  its 
100,000  workers  at  any  one  time  to 
50%.  That  initiative  will  put  a  premi¬ 
um  on  having  data  and  voice,  as  well 
as  video,  running  together,  says 
Goodall. 

VIRTUAL  TEAMING 

The  most  challenging  aspect  of  the 
Durham  project  was  the  newness  of 
IP  telephony  technology,  Goodall 
says.  “So  we  expected  bumps  and 
learning  curves  and  did  our  home¬ 
work  and  gave  ourselves  time,”  he 
says.  “We  learned  that  a  network  as¬ 
sessment  upfront  is  very,  very  impor¬ 
tant.”  It  helped  that  GlaxoSmithKline 
talked  to  other  companies  that  had 
similar  projects,  Goodall  adds. 

Clay  Swenson,  project  manager  and 
GlaxoSmithKline’s  manager  of  U.S. 
voice  services,  says  the  biggest  obsta¬ 
cle  to  overcome  was  getting  the  com¬ 
pany’s  voice  and  data  networking 
teams  to  more  effectively  communi¬ 
cate  with  each  other.  “There  was  a 
tremendous  amount  of  discussion 
among  the  teams  to  make  decisions 
about  how  the  new  blended  network 
should  be  designed  and  configured,” 
he  says. 

The  teams  remain  separate  entities 
but  are  “committed  to  working  as  a 
virtual  team  if  necessary,”  he  adds. 
Because  of  the  success  of  the  virtual- 
team  setup,  Swenson  says  he  doesn’t 
expect  the  voice  and  data  crews  ever 
to  be  permanently  combined,  even  as 
VoIP  technology  is  implemented  else¬ 
where  at  GlaxoSmithKline.  As  a  result 
of  the  project,  the  two  sides  devel¬ 
oped  a  stronger  relationship  than  be¬ 
fore,  says  Swenson. 

Jeff  Snyder,  an  analyst  at  Gartner 
Inc.,  says  it’s  “absolutely  essential  for 
VoIP  implementations  to  use  a  joint 
team”  of  voice  and  data  engineers. 
Snyder  says  GlaxoSmithKline  did 
well  to  start  with  a  test  case  and  a 

Continued  on  page  34 
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small  pool  of  softphone  users. 
Picking  a  new  building  and  fully 
testing  the  data  network  first  were 
key  to  the  company’s  early  success, 
he  adds. 

According  to  Goodall  and  Swen¬ 
son,  end-user  training  was  a  non¬ 
issue,  partly  because  users  learned 
what  they  needed  through  online 
training.  And  Goodall  says  the 
planners  spent  time  ensuring  that 
the  network  was  designed  properly 
to  provide  security  and  sufficient 
quality  of  service  for  voice.  “That 
worked  [on]  Day  1,”  he  says. 

Because  end  users  were  facing 
several  changes  in  addition  to  the 
IP  telephony,  including  moving  to  a 
new  building,  the  goal  was  to  make 
the  new  phone  service  the  least  of 
their  problems,  says  Swenson.  To 
overcome  initial  concerns,  planners 
gave  live  demonstrations  so  users 
could  get  accustomed  to  the 
phones  before  the  installation. 

EASIER  MOVES 

GlaxoSmithKline  has  seen  some 
tangible  cost  benefits  as  well.  Be¬ 
cause  workers  can  move  phones 
themselves,  the  company’s  outside 
contractor  has  reduced  its  annual 
fee  of  $35,000  for  moves,  adds  and 
changes  by  more  than  10%,  Swen¬ 
son  says.  In  addition,  IP  telephony 
makes  it  easy  for  a  mobile  worker 
to  use  any  available  desk  when  he’s 
in  the  office,  and  GlaxoSmithKline 
can  keep  its  total  office  space 
smaller,  which  could  ultimately  re¬ 
duce  real  estate  costs  by  more  than 
20%  a  year,  Goodall  says. 

And  because  videoconferencing 
is  run  over  the  IP  network,  about 
$200,000  in  annual  charges  for  the 
ISDN  have  been  cut.  Goodall  says 
that  as  more  offices  move  to  IP 
voice,  phone  bills  for  calls  between 
GlaxoSmithKline  offices  will  even¬ 
tually  be  eliminated.  Both  Swenson 
and  Goodall  say  it’s  still  too  early  to 
judge  the  value  of  some  combined 
voice  and  data  features,  such  as  the 
softphone  or  a  universal  company 
directory  used  to  help  make  calls 
quickly  anywhere  in  the  world. 

Swenson  says  that  despite  cost 
reductions,  the  project’s  goal 
wasn’t  to  get  a  quick  return  on  in¬ 
vestment,  but  rather  to  learn  about 
an  essential  future  technology. 

“Right  now,  we  are  in  strategy 
mode  for  IP  deployment  globally,” 
Goodall  adds.  “We  are  going  to  IP, 
but  it’s  a  matter  of  building  a  strate¬ 
gy  and  architecture.”  ©  51406 


Wireless  Joins 
Hospital’s 
VoIP  Mix 


Rollout  slows  when  backup 
plan  shifts.  BY  J0ANIE  WEXLER 


WHEN  ERLANGER 

Health  System  began 
deploying  VoIP 
technology  in  2002, 
it  wanted  to  simplify  and  lower 
the  cost  of  moving  phones  when  em¬ 
ployees  changed  locations. 

Since  then,  however,  the  28-hospital 
system,  based  in  Chattanooga,  Tenn., 
has  added  wireless  VoIP  phones  so 
caregivers  can  communicate  when  mo¬ 
bile.  It’s  also  testing  multimedia  IP  ap¬ 
plications  to  improve  scheduling 
efficiency  and  eventually  allow  physi¬ 
cians  to  conduct  patient  consultations 
via  videoconference,  says  John  Haltom, 
Erlanger’s  network  director. 

IP  PBXs,  unlike  their  proprietary 
circuit-switched  counterparts,  convert 
phone  numbers  to  IP  addresses.  IP  ad¬ 
dresses  can  be  assigned  automatically 
by  Dynamic  Host  Configuration  Proto¬ 
col  servers  when  phones  come  online 
and  even  when  users  “log  in”  to  re¬ 
mote  phones  on  the  VoIP  network. 

Moving  IP  phones  requires  little 
more  than  unplugging  them  from  the 


back  of  a  PC  or  Ethernet 
switch  port  and  plugging  them 
in  elsewhere. 

“We  figured  initial  savings 
were  about  $40  per  phone 
deployed,  based  on  converging  the  ca¬ 
bling  infrastructures  for  the  computing 
and  phone  systems,”  says  Haltom.  “But 
those  savings  are  not  nearly  as  signifi¬ 
cant  as  when  users  move  a  second  and 
third  time.” 

In  the  circuit-switched  world,  mov¬ 
ing  entails  PBX  line-card  changes,  pro¬ 
gramming  and  technician  time  for 
changing  cabling  cross-connects,  he 
explains.  The  whole  process  can  take 
several  days. 

DESIGNING  FOR  RELIABILITY 

Erlanger  is  moving  its  IP  phone  popu¬ 
lation  to  Nortel  Networks’  Communi¬ 
cation  Server  1000E  IP  PBX  over  five 
years.  The  facility  selected  the  Nortel 
system  for  its  reliability. 

The  two  other  vendor  contenders 
at  the  time  of  selection  —  Avaya  (Er¬ 
langer’s  incumbent  supplier)  and  Cisco 


CASE 

STUDY 


Systems  —  both  based  their  IP  PBXs 
on  Windows  servers. 

“We  couldn’t  see  banking  telephony 
on  Windows,”  Haltom  says.  “We 
couldn’t  control  viruses  on  our 
[Windows-based]  PCs,”  which  made 
the  system  unsuitable  for  Haltom’s 
goal  of  99.999%,  or  “five  9s,”  uptime. 

Windows  for  telephony  “is  a  reli¬ 
gious  and  cultural  issue,”  observes 
Areg  Gharakhanian,  a  vice  president  at 
Vanguard  Communications  Corp.,  a 
call  center  and  IP  telephony  consultan¬ 
cy  in  Morris  Plains,  N.J. 

“Windows  has  a  reputation  for  being 
less  reliable  than  Linux  or  Unix,  but 
the  Windows-based  IP  PBXs  have  fail¬ 
over  mechanisms.  The  biggest  issue 
has  to  do  with  software  patches,” 
Gharakhanian  says.  “The  more  Win¬ 
dows  servers  you  have  for  fail-over,  the 
more  patching  you  have  to  do.” 

Erlanger’s  VoIP  project  slowed  when 
wireless  phones  entered  the  picture. 
Adding  Nortel  wireless  gear  shifted 
the  redundancy  and  power  require¬ 
ments  from  the  centralized  data  center 
to  distributed  wiring  closets.  Here, 
wireless  LAN  switches  connect  to 
ceiling-mounted  radio  access  points. 
The  access  points  bridge  traffic  from 
mobile  VoIP  phones  to  the  wireless 
switches,  which  connect  to  the  corpo¬ 
rate  network  and  IP  PBX. 

Erlanger  wanted  a  common  power- 
management  and  redundancy  scheme 
for  managing  the  entire  distributed 
VoIP  system,  including  the  wireless 
access  points  and  wired  IP  phones. 

“Adding  wireless  required  us  to  take 
a  big  step  backwards  and  look  at  push¬ 
ing  redundancy,  power  and  air  condi¬ 
tioning  —  taken  for  granted  in  the 
computer  room  —  out  to  the  wiring 
closets,”  says  Haltom.  “This  is  a  mas¬ 
sive  infrastructure  effort  for  mission- 
critical  services.  Anyone  who  doesn’t 
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HEALTr 

1,100  (red  IP  phones; 
300  wireless  IP  phones  (out  of  8,500  total 
devices  on  hybrid  VolP/TDM  network) 

Nortel  Networks 

Achieving  99.999%  relia¬ 
bility;  gaining  user  acceptance  of  con¬ 
verged  presence  management  applications 

Savings  with  converged  cabling 
infrastructure 

Building  decen¬ 
tralized  power  management  and  redundant 
infrastructure  for  wired  and  wireless  VoIP 

Remc  i  doctor/patient 
Consultations  Using  IP  videoconferencing 


www.computerworld.com 


KNOWLEDGE  CENTER  NETWORKING 


look  at  it  this  way  is  making  a  big  mis¬ 
take.”  Erlanger  needed  its  vendor  to 
evolve  to  meet  this  requirement,  says 
Haltom.  Nortel  offered  24-port  power- 
over-Ethemet  hubs  for  the  wiring 
closet,  but  at  the  time  they  didn’t  sup¬ 
port  dual  power  feeds,  he  says.  “If  the 
power  supply  died,  24  users  fell  off  the 
face  of  the  earth.  That  wasn’t  a  five-9s 
environment,”  Haltom  says. 

Then  the  Nortel  Passport  8300  Eth¬ 
ernet  Switch  arrived  with  fully  redun¬ 
dant  power-over-Ethernet  compo¬ 
nents  for  powering  wired  IP  phones 
and  wireless  access  points.  The  hospi¬ 
tal  system  could  then  implement  full 
redundancy  in  the  wiring  closet. 

HYBRID  NETWORK  FOR  E-911 

A  hybrid  VoIP/time  division  multi¬ 
plexing  (TDM)  architecture  has  two 
IP  PBXs  and  eight  TDM  phone  switch¬ 
es.  For  emergency  911  services  on  the 
wired  network,  Haltom  says,  all  PBXs 
collapse  back  to  the  TDM  architec¬ 
ture.  The  TDM  PBXs  hook  to  the  pub¬ 
lic-safety  answering  point  in  the  mu¬ 
nicipality  that’s  geographically  closest. 

Wireless  emergency  calling  is  less 
straightforward.  Nortel  buys  equip¬ 
ment  from  other  manufacturers  and 
customizes  its  WLAN  switches,  access 
points  and  IP  handsets.  While  the 
wireless  switch  software  can  triangu¬ 
late  a  phone  call  to  a  handset  within  a 
few  meters  of  an  access  point,  no  inte¬ 
gration  has  yet  been  done  to  commu¬ 
nicate  that  location  information  to  the 
Nortel  IP  PBX.  The  IP  PBX,  in  turn, 
would  pass  it  along  to  a  public-safety 
answering  point,  Haltom  explains. 

At  press  time,  Erlanger  was  finish¬ 
ing  an  18-month  beta  test  with  the 
Nortel  Multimedia  Communication 
Server  5100,  which  enables  presence- 
management-based  functions  for 
about  500  users. 

Presence  management  applications 
converge  VoIP,  data,  video,  instant 
messaging  and  location  tracking 
across  wired  and  wireless  networks  to 
display  users’  whereabouts  and  status. 
Users  click  on  another  user’s  entry  to 
set  up  instant  messaging,  a  mobile  call, 
VoIP  call  or  videoconference  session. 

Eventually,  Haltom  would  like  to 
combine  the  Multimedia  Communica¬ 
tion  Server  5100  with  a  computer  on  a 
portable  audio/video  cart.  Doctors, 
who  have  trouble  finding  time  to  see 
all  the  patients  on  their  rosters,  could 
consult  from  home  or  other  locations 
via  videoconference,  he  says.  ©  51277 


Wexler  is  a  freelance  writer  in 
California’s  Silicon  Valley.  Contact 
her  at  joanie@jwexler.com. 


Call  Centers  Put 
On  Speed  Dial 

Mental  health  provider 
load-balances  its  distributed 
staff.  BY  JOAN  IE  WEXLER 


WHEN  A  PATIENT  U1 
crisis  calls  Magel¬ 
lan  Health  Services 
Inc.,  it’s  imperative 
that  a  properly  trained  clini¬ 
cian  answers  the  phone  promptly. 

The  Farmington,  Conn.-based 
behavioral  health  care  company 
serving  mental  health  and  substance 
abuse  patients  focused  on  this  re¬ 
quirement  when  redesigning  its  call 
center  network  18  months  ago.  The 
call  volume  is  huge:  Twenty-two  call 
centers  across  the  country  collective¬ 
ly  handle  an  average  of  30,000  calls 
per  day. 

“A  live  voice  must  answer  every 
call  within  30  seconds,”  explains 
Robert  Odenheimer,  senior  vice 
president  of  IT  operations  and  tele¬ 
communications.  “We  don’t  have  the 
option  of  putting  callers  contemplat¬ 
ing  suicide  on  hold  for  three  or  four 
minutes.” 

Given  this  situation,  being  able  to 
reroute  and  balance  calls  across  a  ge¬ 
ographically  distributed  staff  is  the 
principal  payback  of  Magellan’s  VoIP 
deployment.  “Every  site  has  vacancies 
we  can’t  fill,”  Odenheimer  says. 
“Finding  qualified,  clinically  trained 
staff  is  our  biggest  challenge.” 

By  moving  from  a  dial  network  to  a 
routed  VoIP  network,  Magellan  has 
been  able  to  optimize  use  of  its  re¬ 
mote  personnel  without  incurring  toll 
charges.  “We  learned  there  are  three 
or  four  hours  every  day  [across  time 
zones]  where  a  third  to  half  of  the 
staff  are  not  busy,”  Odenheimer  ex¬ 
plains.  “We  knew  if  we  could  balance 
the  call  load,  we  could  offer  better 
service  with  fewer  people.” 

Rerouting  also  reduces  the  number 
of  T1  access  links  required  at  each  site 
and  eliminates  the  need  to  pay  for  a 
long-distance  carrier  to  forward  calls 
to  after-hours  sites.  An  incoming  call 
can  now  be  rerouted  over  the  compa¬ 
ny’s  frame-relay  or  Asynchronous 
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Transfer  Mode  service,  re¬ 
ducing  the  peak  number  of 
concurrent  calls  for  which 
any  one  site  must  be  opti¬ 
mized.  So  Magellan  doesn’t 
have  to  overinvest  in  last-mile  T1 
bandwidth,  Odenheimer  explains. 

In  addition,  in  one  office,  the  com¬ 
pany  is  saving  $5,000  per  month  by 
rerouting  what  would  have  been  in¬ 
trastate  800-number  calls  so  that  they 
terminate  as  interstate  calls.  “Inter¬ 
state  rates  are  cheaper.  We  will  soon 
start  to  experience  these  savings  in 
our  other  sites,”  says  Odenheimer, 
adding  that  he  expects  savings  to  total 
$500,000  per  year. 

CONFIGURATION  RATIONALE 

Magellan  currently  runs  Avaya  Defin- 
ity  digital  PBXs  at  five  of  six  sites, 
each  with  a  VoIP  gateway  card.  Local, 
in-building  calls  are  still  served  by 
digital,  circuit-switched  handsets; 
VoIP  is  used  for  inter-PBX  calling 
only.  Users  in  VoIP-enabled  sites, 
however,  do  have  softphones  from 
Avaya  on  their  laptops,  so  they  can 
make  VoIP  calls. 

“Every  laptop  also  has  VPN  capa¬ 
bilities,”  says  Odenheimer.  Users  can 
use  the  telephony  and  virtual  private 
network  software  to  dial  in  remotely 


MAGELLAN  HEALTH 
SERVICES  INC. 

PROJECT  SCOPE  Backhaul  among  six 
consolidated  call  centers;  adding  some 
VoIP  softphones 


KEY  VENDORS:  Avaya,  Cisco  Systems 

CHALLENGES  Combining  quality  of 
service  and  encryption 

BENEFIT:  Balancing  call  load  among 
skilled  (and  scarce)  clinicians  in  remote 
sites  using  call  rerouting 


UNEXPECTED  REWARD:  S5.000  per 
month  per  site  in  telecom  savings 
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and  make  calls  off  the  corporate 
network. 

Unlike  other  companies  imple¬ 
menting  VoIP,  Magellan  couldn’t 
cost-justify  wired  IP  phones  for  user 
moves,  in  part  because  groups  of 
personnel  tend  to  relocate  together 
and  usually  do  so  once  a  year,  Oden¬ 
heimer  says. 

He  says  the  real  VoIP  return  on 
investment  will  arrive  with  wireless 
LANs,  which  will  eliminate  much  of 
the  wiring  in  buildings. 

Odenheimer  says  Magellan  is  close 
to  deploying  wireless  and  will  do  so 
when  the  cost  of  access  points  comes 
down  a  bit  more.  He  says  he  feels  fair¬ 
ly  confident  that  he  can  keep  a  Wi-Fi 
network  secure. 

The  company  is  planning  to  mi¬ 
grate  to  Avaya’s  Linux-based  S8700 
Media  Server  for  high-volume  call 
center  environments.  At  that  point, 
says  Odenheimer,  all  calls  will  be 
routed  through  S8700s  in  the  compa¬ 
ny’s  call  centers  in  St.  Louis  and 
Columbia,  Md. 

“Centralizing  call  center  and  PBX 
equipment  is  one  of  the  primary  man¬ 
agement  efficiencies  of  IP,”  says  Don 
Van  Doren,  president  of  Vanguard 
Communications  Corp.,  a  call  center 
and  IP  telephony  consultancy  in  Mor¬ 
ris  Plains,  N.J. 

“All  the  adjunct  telephony  equip¬ 
ment  in  a  [circuit-switched]  environ¬ 
ment  must  be  distributed  out  to  each 
location.  With  IP,  it  can  be  centrally 
located  and  managed,  and  calls  can  be 
routed  wherever  needed,”  Van  Doren 
says.  “This  simplifies  extending  tele¬ 
phony  to  other  centers.” 

Odenheimer  says  that  Magellan, 
which  uses  Cisco  Systems  WAN 
access  routers  for  forwarding  VoIP 
traffic  among  PBXs,  also  looked 
closely  at  Cisco’s  CallManager  IP 
PBXs.  But  the  company  wasn’t  confi¬ 
dent  about  the  reliability  of  CallMan- 
ager’s  Microsoft  Windows  platform 
for  supporting  telephony. 

“In  our  business,  we  cannot  drop  a 
call,”  he  reiterates. 

DEFENDING  RELIABILITY 

Craig  Cotton,  manager  of  product 
marketing  at  Cisco’s  voice  technolo¬ 
gy  group,  counters  that  the  Call- 
Manager  platforms  use  customized 
versions  of  Microsoft  Windows  2000 
Server  and  Windows  2000  Advanced 
Server,  which  deliver  highly  con¬ 
trolled  environments  and  keep  avail¬ 
ability  high. 

“We  also  dedicate  the  server  to 
CallManager,”  he  says.  “It’s  usually 

Continued  on  page  36 
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Continued  from  page  35 
when  you  add  third-party  applications 
that  software  conflicts  result  and  there 
are  reliability  problems.” 

Also,  CallManager  3.0,  launched 
in  2000,  gained  automatic  fail-over 
among  as  many  as  four  servers  to  en¬ 
sure  system  uptime. 

Because  the  calls  to  Magellan’s  call 
centers  are  about  extremely  sensitive 


topics,  the  organization  uses  network 
encryption.  And  because  voice  can’t 
tolerate  much  delay,  VoIP  packets 
require  packet  prioritization  to  meet 
quality-of-service  requirements. 

But  using  encryption  when  you’re 
trying  to  meet  QoS  requirements  can 
be  problematic  because,  by  definition, 
encrypting  a  packet  conceals  priority 
markings.  “Such  QoS/encryption  prob¬ 


lems  have  held  up  our  deployment,” 
says  Odenheimer. 

Certain  Cisco  WAN  access  routers, 
however,  do  enable  combinations  of 
QoS  and  IPsec  encryption  by  copying 
QoS  markings  into  the  new,  outside 
IPsec  header  using  a  software  feature 
called  Cisco  Voice  and  Video  Enabled 
IPsec  VPN,  or  V3PN. 

Still,  Odenheimer  says  that  part  of 


Magellan’s  deployment  has  “been 
largely  a  manual  exercise,  whereby  we 
turn  on  QoS  with  link  encryption  off, 
see  what’s  going  on,  then  encrypt  the 
link.  We  make  changes,  test,  make 
changes  and  test.”  ©  51280 


Wexler  is  a  freelance  writer  in 
California’s  Silicon  Valley.  Contact 
her  at  joanie@jwexler.com. 
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Fashion  Desianer 
Gets  Hip  to 

Overhauls  network  to  converge 
voice  and  data.  BY  JOANIE  WEXLER 


An  opportune  time  for 
installing  IP  telephony 
is  when  legacy  PBXs 
need  replacing  or  data 
networks  get  overhauled.  Liz 


CASE 

STUDY 


3,600  IP  handsets 

in  the  U.S. 

Cisco  Systems 

Organizational  re¬ 
engineering  around  newly  combined 
data,  voice  departments 

Faster  disaster  recovery;  exten¬ 
sion  mobility  for  improved  productivity;  re¬ 
duced  operations,  telecommunications 
and  management  expenses  by  16% 


Claiborne  Inc.  found  itself  in  both  situ¬ 
ations  in  2003  and  quickly  got  busy. 

With  a  significant  presence  in  the 
New  York/New  Jersey  area,  the  appar¬ 
el  and  accessories  giant  has  been  pre¬ 
occupied  with  disaster  recovery  since 
the  terrorist  attacks  of  Sept.  11, 2001, 
says  John  Kovac,  vice  president  of  IT. 
That’s  one  reason  Liz  Claiborne  now 
runs  a  four-server  Cisco  Systems  Call- 
Manager  IP  PBX  cluster  in  the  region. 
“I  could  lose  three  CallManagers  and 
still  deliver  phone  service  to  every¬ 
one,”  he  explains. 

Kovac  says  that  if  he  did  have  to  re¬ 
store  that  fourth  server,  it  would  take 
“a  couple  of  hours,”  compared  with  the 
seven  days  required  to  restore  the  con¬ 
figuration  of  the  company’s  former, 
aging  Siemens  circuit-switched  PBX. 
“That  was  a  fair  amount  of  risk  we 
wanted  to  remediate,”  Kovac  explains. 

In  mid-2003,  Liz  Claiborne  decided 
to  replace  a  Sonet-based  OC-3 
155Mbit/sec.  managed  data  service  in 
metropolitan  New  York  with  a  private, 
high-speed  Dense  Wavelength  Divi¬ 
sion  Multiplexing  fiber  network.  “We 
needed  more  bandwidth  just  for  the 
data,”  Kovac  explains.  At  that  point,  it 
seemed  reasonable  to  piggyback  voice 
onto  the  data  network  and  replace  the 
PBX  infrastructure  with  a  more  redun¬ 
dant  IP  infrastructure  that  also  had 


converged  functionality 
prospects. 

The  new  network  connects 
seven  buildings  in  the  New 
York/New  Jersey  area,  plus  of¬ 
fices  in  Atlanta  and  California. 

By  converging  data  and  voice  net¬ 
works  onto  a  routed  IP  network, 

Liz  Claiborne  has  reduced  its  long¬ 
distance  calling  charges  and  the  num¬ 
ber  of  dedicated  T1  lines.  The  compa¬ 
ny  is  also  moving  from  a  mix  of  many 
other  vendors’  circuit-switched  PBX 
systems  in  several  sites  throughout  the 
U.S.  Because  IP  telephony  has  the  ad¬ 
vantage  of  a  feature  called  extension 
mobility,  Liz  Claiborne  saves  on  pro¬ 
fessional  services  to  support  moving 
employees  (and  sometimes  whole 
departments)  from  one  location  to 
another. 

INTEGRATED  APPS 
AND  BENEFITS 

A  huge  consideration  with  the  entire 
infrastructure  was  the  close  working 
relationship  among  sales,  design  and 
manufacturing  personnel  scattered 
throughout  New  York  and  New  Jersey 
offices.  They  conduct  frequent  meet¬ 
ings  in  various  offices,  so  extension 
mobility  has  proved  particularly  use¬ 
ful,  says  Kovac. 

For  example,  those  who  attend  meet¬ 
ings  at  another  Liz  Claiborne  office 
can  log  onto  a  Cisco  7960  IP  phone  in  a 
conference  room  and  use  their  person¬ 
alized  buttons  to  retrieve  messages 
from  the  Cisco  Unity  voice-mail  sys¬ 


tem  as  if  they  were  in  their  own  of¬ 
fices,  he  says. 

For  now,  the  designer  and  marketer 
is  also  making  lightweight  use  of  inte¬ 
grated  voice/data  applications  via  the 
XML  interface  for  enhanced  phone  use. 

“If  we  want  to  deliver  an  announce¬ 
ment  to  an  employee  or  conference 
room  without  a  PC,  we  can  send  mes¬ 
sages  to  the  phone  screen,”  explains 
Anthony  Iadisernia,  director  of  IT. 

“We  also  have  an  XML  application  tied 
to  our  global  [Lightweight  Directory 
Access  Protocol]  directory,  so  users 
can  bring  up  a  directory,  click  on  a 
name  or  function  and  call  anyone  in 
the  company.” 

Liz  Claiborne  is  also  testing  Cisco 
VT  Advantage,  an  application  that 
layers  videoconferencing  onto  Cisco 
CallManager  and  IP  phones,  to  help  re¬ 
duce  travel  time  and  expenses.  The 
company  expects  to  go  live  with  the 
application  sometime  next  year,  Iadis¬ 
ernia  says. 

CALL  CENTER  IMPROVEMENTS 

Liz  Claiborne  is  using  the  Cisco  IP 
Contact  Center  Express  application 
suite,  which,  together  with  the  Call- 
Manager  IP  PBXs,  provides  automatic 
call  distribution  (ACD),  interactive 
voice  response,  network-to-desktop 
computer  telephony  integration  and 
historical  call  reporting. 

For  example,  the  system’s  ACD  fea¬ 
ture  delivers  800-number  calls  to  an 
agent  specializing  in  one  of  Liz  Clai¬ 
borne’s  31  fashion  brands,  integrating 
the  phone  system  with  the  agent’s 
desktop  and  showing  a  screen  with 
information  about  the  caller. 

“We’ve  been  able  to  reduce  our 
abandoned  calls  by  75%  because  we 
can  now  do  better  staffing  and  route 
calls  to  appropriate  people  based  on 
skills,”  says  Iadisernia. 

In  the  circuit-switched  world,  the 
company  had  hard-coded  phones  des¬ 
ignated  as  ACDs,  he  says,  leaving  no 
flexibility  in  call-agent  location. 

“Perhaps  the  single  biggest  benefit 
of  IP  telephony  is  it  virtualizes  the 
user,  so  they  have  no  ties  to  physical 


equipment,”  observes  Irwin  Lazar,  a 
senior  analyst  at  Burton  Group  Inc. 

He  points  to  JetBlue  Airways  Corp., 
which  uses  a  centralized  Avaya  Defini- 
ty  PBX  with  VoIP  card  in  its  call  cen¬ 
ter.  Along  with  IPsec  VPN  and  Digital 
Subscriber  Line  connections,  the  setup 
allows  all  of  the  airline’s  reservation 
agents  to  telecommute,  eliminating 
call  center  expenses. 

Kovac  says  Liz  Claiborne’s  biggest 
challenge  with  the  project  was  organi¬ 
zational.  Separate  data  and  voice  net¬ 
works  were  built  and  supported  by 
separate  organizational  teams.  Once 
the  networks  converged,  priorities 
were  confused,  because  voice  staffers 
naturally  protected  voice  first  and  data 
folks  did  the  same  for  data.  If  some¬ 
thing  went  wrong  with  a  phone  situat¬ 
ed  between  a  desktop  and  a  switch 
port,  it  wasn’t  clear  who  was  responsi¬ 
ble,  and  multiple  personnel  were  often 
contacted. 

So  the  teams  were  merged  and 
cross-trained.  They  were  then  re¬ 
divided  into  a  “services”  group,  which  - 
handles  user  and  support  issues,  and 
an  “infrastructure”  group  focused  on 
implementation. 

“Now,  data  people  aren’t  making 
changes  to  a  router  that  would  affect 
voice,  and  voice  staffers  aren’t  making 
changes  to  a  switch  that  will  affect 
data,”  says  Iadisernia.  O  51327 


Wexler  is  a  freelance  writer  in 
California’s  Silicon  Valley.  Contact 
her  at  joanie@jwexler.com. 
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SNAPSHOTS 


Telephony  Growth 
Is  on  the  IP  Side 

Net  growth  or  decline  of  installations 
in  the  next  12  months: 


Traditional  PBX 

-5.1% 

IP  PBX 

+40.1% 

Traditional  Centrex 

-3.1% 

Hosted  IP  PBX 
(IP  Centrex) 

+19.6% 

Base:  492  U.S.  business  purchasers 
of  telephone  systems  or  services 

SOURCE:  IDC,  FRAMINGHAM.  MASS..  MAY  2004 


Top  Four  Vendors 
Of  IP  Phones 

Which  vendors’  IP  telephones 
are  in  use  at  your  organization? 


Cisco 


Base:  Survey  of  138  U.S.  businesses  with  IP  PBXs: 
multiple  responses  allowed. 

SOURCE.  IDC.  FRAMINGHAM.  MASS..  NOVEMBER  2004 


Common  VoIP 
Pitfalls  to  Avoid 

1  Underestimating  what’s  required 
to  get  ROI  from  the  project. 


2  Lax  project  management, 
leading  to  missed  deadlines 
and  cost  overruns. 


3  Underestimating  the  resources 
required  to  fully  implement  the 
strategy. 

SOURCE:  DIAMONDCLUSTER  INTERNATIONAL  INC.. 
CHICAGO.  AUGUST  2004 


MARK  HALL 

VoIP  Is  Scary 

Imagine  that  you  deliver  an  application  with  100%,  instant-on 
availability.  Security  is  rock-solid.  Costs  are  dropping.  Users 
never  complain.  And  anytime  you  upgrade,  even  if  you  buy 
software  and  gear  with  new  features  from  a  different  vendor, 
user  acceptance  is  always  immediate  and  training  virtually  nil. 


That’s  your  phone  system.  And  VoIP  threatens  to 
break  it  by  opening  your  phone  network  to  the  profu¬ 
sion  of  security  hazards  your  IT  environment  faces. 

That’s  not  to  say  our  POTS  (plain  old  telephone 
service)  is  unbreakable.  One  of  the  legends  of  hack¬ 
ing  is  Cap’n  Crunch,  who  got  his  nickname  from 
decoding  the  audible  signals  on  phones  by  using  a 
whistle  from  a  box  of  the  cereal.  The  hackers  who 
followed  in  his  footsteps  didn’t  break  into  POTS  for 
the  free  long-distance  service.  They  did  so  to  access 
the  computers  connected  to  it.  But  they  don’t  need 
POTS  any  longer;  they’ve  got  the  Internet  now. 

So  users  have  been  able  to  ring  you  up  when  their 
systems  have  crashed  after  someone  let  loose  variants 
of  the  SoBig  or  Klez  viruses  on  your  network.  But  with 
VoIP,  users  might  not  even  be  able  to  do  that,  since  its 
infrastructure  is  vulnerable  to  the  same  at¬ 
tacks  by  the  world’s  bottomless  pit  of  socio- 
pathic  hackers. 

VoIP  security  isn’t  just  important.  It’s 
everything.  Steven  Harris,  an  analyst  at 
IDC,  sums  it  up  simply:  “Security  is  a  pre¬ 
condition  to  a  deployment  of  VoIP.” 

That’s  a  tough  precondition,  given  that 
VoIP  technology  is  built  largely  on  Linux 
or  Windows,  uses  Web  application  servers, 
runs  over  the  IP  network  and,  in  some  cas¬ 
es,  uses  the  browser  as  an  alternative  to  a 
handset.  Is  there  anything  in  that  list  that 
doesn’t  have  gaping  security  holes  in  it? 

The  list  doesn’t  include  the  VoIP  applica¬ 
tion.  And  research  firm  Gartner  claims  that  about 
three-fourths  of  the  security  attacks  in  2005  will  strike 
at  the  application  level.  If  you  think  VoIP  apps  won’t 
be  favorite  virus  targets,  you’re  wrong. 

Edwin  Mier  tested  VoIP  products  from  Cisco 
Systems  and  Avaya  last  year  for  Network  World,  one 
of  our  sister  publications,  and  concluded  that  while 
security  is  “possible,”  it’s  so  complex  and  vendor-spe¬ 
cific  that  only  the  bravest  and  the  smartest  will  deploy 
it  widely  [QuickLink  51590].  He  left  out  the  foolhardy. 

So,  why  on  Earth  would  any  sane  IT  manager  want 
to  get  involved  with  a  project  as  risky  as  VoIP?  Well, 
your  CFO  likes  it,  for  one.  IDC,  among  others,  is 
telling  him  that  20%  savings  on  telco  charges  “is 
common.”  For  companies  that  run  up  millions  of  dol¬ 
lars  per  month  in  phone  costs,  that  kind  of  savings 
can  be  very  compelling. 


But  compelling  enough?  Mike  Hrabik,  chief  tech¬ 
nology  officer  at  Solutionary,  which  does  security 
risk  management  in  Omaha,  says  IT  managers  need 
to  be  aware  that  VoIP  systems  must  be  patched  for 
security  as  often  as  your  app  servers.  However,  he 
warns,  some  VoIP  vendors  lag  as  much  as  30  days 
with  patches  for  the  OEM  systems  they  deploy,  leav¬ 
ing  your  phone  network  vulnerable  even  after  you’ve 
patched  the  IT  side. 

Hrabik,  whose  company  uses  VoIP  for  internal  and 
some  branch-office  connections,  thinks  cost  savings 
are  nice,  but  the  best  reason  to  use  VoIP  is  to  deliver 
more-productive  applications,  such  as  integrating 
both  voice  mail  and  e-mail  so  users  can  get  all  of 
their  messages  from  any  device  —  cell  phone,  laptop, 
PDA  or  whatever.  For  a  company  with  a  large  field 
sales  and  support  organization,  that  kind 
of  application  could  generate  more  dol¬ 
lars  in  sales  than  it  saves  in  telecommuni¬ 
cations  costs. 

Combining  substantial  cost  savings 
with  a  significant  productivity  boost 
might  indeed  be  worth  the  risk  of  jump¬ 
ing  into  the  shallow  end  of  the  VoIP  pool 
to  get  comfortable  with  the  technology. 

Jim  Vale,  a  product  manager  at  network 
management  and  analysis  firm  Network 
General  in  San  Jose,  says  there  are  some 
basic  ways  to  design  a  secure  VoIP  net¬ 
work.  First,  conduct  a  comprehensive 
vulnerability  analysis  of  your  network 
and  of  the  VoIP  gear  before  you  attach  anything  to 
your  network.  Next,  segment  your  VoIP  traffic, 
which  isolates  security  problems  and  has  the  added 
benefit  of  dedicating  that  segment  for  streaming 
protocols  used  by  voice.  Also,  apply  quality-of-ser- 
vice  rules  for  your  IP  traffic,  assuring  priority  for 
streaming  data.  Dropped  calls  and  poor  aural  perfor¬ 
mance  can  be  indicators  of  a  security  problem.  Fi¬ 
nally,  monitor  like  crazy. 

Rolling  out  VoIP  only  to  save  money  isn’t  worth 
the  risk.  Coupling  savings  with  a  powerful  applica¬ 
tion  might  make  it  worth  a  very  careful  try.  But  just 
barely.  ©  51275 

O  VoIP  A  MOVING  TARGET 

Telecom  managers  will  have  their  hands  full  securing  VoIP  networks.  Experts 
say  layered  security  is  the  best  way  to  protect  them:  QuickLink  51540 
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!T  Careers:  Defense,  Security  Offer  Opportunities  Aplenty 


While  the  demand  for  information  technology 
professionals  continues  to  stabilize,  private 
contractors  and  the  government  are  pushing  to  fill  more 
than  6,000  scientific  and  technological  slots  -  including 
more  than  2,000  open  requisitions  for  software  engineers. 

These  open  jobs  were  identified  in  a  Quick-Look  Survey 
conducted  by  the  National  Defense  Industry  Association 
and  Aerospace  Industry  Association.  The  open  "reqs" 
include  positions  for  all  degree  levels,  from  associates 
through  doctoral.  By  far,  the  most  in-demand  talent 
is  for  software  engineers.  The  only  catch:  applicants  must 
have  no  "disqualifying  life  events"  that  would  prohibit 
them  from  gaining  a  security  clearance. 

The  findings  of  the  survey  were  the  topic  of  a  December 
meeting  that  brought  together  representatives  of  corporate 
America,  the  federal  government  and  its  research 
laboratories. 

"America  has  long  been  the  beacon  in  the  world  for  science 
and  technology.  I  believe  this  is  being  put  at  risk,"  says 
Michael  Wynne,  Acting  Under  Secretary  of  Defense 
(Acquisition,  Technology  &  Logistics),  in  pushing  for 
increased  attention  on  security  and  defense  jobs  available 
and  the  need  for  the  U.S.  to  maintain  its  technological  edge. 
"We  need  to  show  bright  and  talented  young  people  that 
working  for  the  government  can  change  the  world." 

In  addition  to  identifying  key  science,  math  and  engineering 
skill  needs,  Dr.  David  Chu,  Under  Secretary  of  Defense, 
Personnel  and  Readiness,  says  language  and  cultural 
literacy  are  also  important  in-demand  skills. 


According  to  Ann  Young-Ah  Lee,  operations  research 
analyst  for  the  Office  of  the  Secretary  of  Defense  Personnel 
and  Readiness  Directorate,  more  and  more  of  the  basic 
operational  IT  jobs  are  being  pushed  to  contract  suppliers 
such  as  giants  Lockheed  Martin  and  Northrop  Grumman. 
Smaller  companies  also  are  winning  increasing  loads  of 
business  for  the  government,  in  support  of  research 
laboratories,  agencies  and  military  branches.  These  range 
from  setting  up  systems  to  evaluating  medical  services 
to  logistics. 

As  with  the  commercial  sector,  the  government  is  retaining 
the  highest  level  of  design  and  management  of  contractors 
inside.  And  the  challenges  are  significant,  according  to  Lee. 
New  architectures  are  being  developed  to  handle  multi¬ 
agency  intelligence  and  work  flow  processes.  In  addition, 
there's  a  heavy  thread  of  design  and  implementation  work 
to  link  together  the  mass  of  security  and  defense  personnel 
in  the  field,  from  Iraq  to  the  local  airport.  Known  as 
network  centric  operations,  the  transformed  military  and 
security  capability  relies  heavily  on  database  development 
and  mining.  Just  as  central  to  this  operation  is  the  ability  to 
share  some  information  with  coalition  members, 
demanding  the  creation  of  high  level  security  protocols 
and  systems. 

Once  designed,  the  systems  are  contracted  in  large  degree 
-  meaning  that  people  working  in  the  defense  and  security 
realm  must  have  a  combination  of  technical,  procurement 
and  project  management  skills. 
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Source:  NDIA/AIA  Quick-Look  Survey 


Among  the  benefits  of  working  for  the  government  is  a 
liberal  policy  concerning  scholarship.  Those  entering 
government  service  with  a  bachelor's  degree  are 
encouraged  to  receive  a  master's  and  there  are  doctoral 
programs  available  as  well.  The  DoD  also  is  expected  to 
push  for  a  new  National  Defense/Security  Education  Act 
that  will  provide  funds  for  education  in  return  for 
government  service. 


Source:  NDIA/AIA  Quick-Look  Survey 


For  more  information  about  IT  Careers  advertising, 
please  call:  800.762.2977 
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Featured  Editori  Is 


IT  Careers  offers  you 
information  on  the  most  relevant 
career  management  topics 
relative  to  IT  recruitment. 

Here’s  what’s  coining  up  next: 

February  14: 

IT  Careers  in  Healthcare 

February  28: 

IT  Careers  in  Diversity 


Be  sure  to  take  advantage  of 
this  great  opportunity  to  brand 
your  company  or  display 
your  recruitment  message  in 
IT  Careers  amid  these 
specialized  editorials 


Contact  us: 

800-762-2977 


www.itcareers.com 

Powered  By: 
(iirertanul.c'mi 
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ATTENTION: 

Law  Firms 
IT  Consultants 
Staffing  Agencies 


Place  your 
Labor  Certification 
ads  here! 

Are  you  frequently  placing 
legal! immigration  advertisements  ? 
Let  us  help  you  put  together  a 
cost  effective  program  that  will 
make  this  time-consuming 
task  a  little  easier. 

Contact:  Danielle  Tetreault  at: 
800-762-  2977 

nr|careers 


Computer  Support  Special¬ 
ist  wanted  by  Stellar  Ser¬ 
vices  in  NY,  NY.  Requires 
MS  in  Telecommunications 
or  related  field  w/min  2  yrs 
exp.  Job  duties:  trouble¬ 
shoot  &  support  data  net¬ 
work  system  in  Cisco/NT 
PC/LAN/WAN/Voice  Over 
IP  environment.  Exp  w / 
routers  &  PC  security 
req'd.  Fax  resume  to  212- 
432-2846. 


Top  1 0  reasons  why  you 
should  advertise  your 
recruitment  message 
with  IT  Careers. 


IT  Careers  Audience  Skill 
Survey  2003/2004 


IIS/MIS./IT 

84% 

Windows  2000 

83% 

TCP/IP 

83% 

Windows  95/98 

82% 

PC/s 

80% 

Unix  NET/Linux 

75% 

Networking/Telecom 

74% 

Windows  NT 

73% 

Windows  XP 

69% 

Intemet/Web  Dev./E-Com, 

68% 

Your  direct  line 
of  communication 
to  qualified  IT 
Professionals 
with  the  most  in 
demand  IT  skills 


rr|careers 

Contact  us:  800-762-2977 


SYSTEMS  ANALYST  -  Analyzes 
user  requirements,  procedures 
and  problems  to  automate  pro¬ 
cessing  or  to  improve  existing 
computer  systems.  BS  in  CS  or 
Engg  or  math-related  and  2  yrs. 
exp.  in  job  offered  or  Master’s  in 
CS  or  math-related  required. 
Must  be  able  to  travel.  Incl.  in 
the  2  yrs.,  must  have  2  yrs.  exp. 
with  various  computer  skill  sets 
such  as  ASP.NET,  C#,  BizTalk, 
SharePoint,  XML,  Web  Servic¬ 
es,  Windows  Forms,  Microsoft 
Exchange  Server  2003,  Web 
Forms,  Perl,  C++,  Network 
Programming,  Experience  with 
Macintosh  systems,  ASP,  Java¬ 
script,  Java,  SQL  Server  2000- 
.40  Hrs./wk.  9  to  5,  Mon-Fri;  No 
overtime.  Apply  resume  to  Attn 
Nagesh,  HR,  Capricorn  Syst¬ 
ems,  Inc.  3569  Habersham-at- 
Northiake,  Building  K,  Tucker, 
GA  30084. 


Programmer/Analyst  (multiple 
positions)  needed  for  Software 
Development,  Services  &  BPO 
firm  located  in  Burlington,  VT. 
Job  duties  include:  Analyze, 
design,  and  develop  computer 
applications  for  clients  located 
throughout  the  U.S.  Develop 
voice  enabled  applications  and 
speech  recognition  and  interac¬ 
tive  voice  systems.  Use  TTS/ 
Text  2  Speech.  Use  Visual 
Basic,  Visual  C++,  and  Sybase 
on  Windows  NT  and  Unix 
Platforms  to  develop  various 
applications.  Applicant  must 
have  B.S.  degree  in  Computer 
Science,  Business,  Math  or 
Engineering.  Applicant  must 
also  have  2  yrs.  exp.  in  the  job 
duties  described  above  or  in  any 
computer  related  occupation 
which  must  include  the  skills  list¬ 
ed  above.  40hrs/wk,  8am-5pm, 
M-F,  $57,008/yr.  Send  resumes 
to:  Job  No.  30380,  P.O.  Box  488, 
Montpelier,  VT  05601-0488. 


SOFTWARE  ENG  2  - 
Design,  develop  and  test 
complex  operating  soft¬ 
ware  applications.  B.S. 
Comp  Science/  Engin  or 
equiv  &  2  years  exp, 
must  be  proficient  in 
UNIX,  relational  databas¬ 
es,  LoadRunner,  Siebel 
&  Mercury’s  Test  Director 
Tool.  Apply  to:  Harland 
Co.,  Attn:  Michael  Hoeh, 
2939  Miller  Road  Atlanta, 
Ga  30035. 


Health  Systems  Analyst  Progra¬ 
mmer  to  analyze  operational 
processes  and  information  gen¬ 
eration  or  utilization.  Duties  in¬ 
clude  developing,  testing,  imple¬ 
menting  and  supporting  comput¬ 
er-based  information  systems; 
also  assisting  lower-level  ana¬ 
lyst  programmers  with  technical 
problems.  Requirements:  Bach¬ 
elors  degree  in  Computer  Sci¬ 
ence  or  related  field  and  a  mini¬ 
mum  of  24  months  experience. 
C#.NET  development,  Java  de¬ 
velopment,  VisualStudio.NET, 
strong  background  in  Oracle 
database  and  SQL  are  required. 
Please  send  resumes  to  Chris¬ 
topher  Jircitano,  Vanderbilt  Univ¬ 
ersity,  Informatics  Center,  B-706 
TVC,  Nashville,  TN  37232-5655. 


COMPUTER  PROGRAMMER 

Develop/implement  inventory 
program  throughout  restaurant 
chain.  Evaluate  requests  for  new 
/modified  programs;  determine 
feasibility,  cost,  compatibility. 
Develop/implement  payroll  pro¬ 
gram.  interface  all  systems.  In¬ 
stall  interface  system  to  forward 
orders  from  cashier  to  kitchen. 
Manage  receipts/expenditures; 
payroll  tax  deposits/reconcilia¬ 
tion;  profit/loss  reporting.  Imple¬ 
ment  point-of-sale  system  to 
record  receipts  by  product;  mai¬ 
ntain  all  programs  BS  Computer 
Engineering/related  field;  prof,  in 
Visual  Basic.  8:00am-5:00pm  M- 
F.  Resumes  to:  AMB,  Inc.,  ATTN: 
Mostafa  Amlashi,  2002  Augusta 
Street,  Greenville,  SC  29605. 


INTERNET  SOLUTIONS 
ENGNR 

Install  &  maintain  HP-UX  soft¬ 
ware.  Specific  duties  incl:  (i)  set¬ 
ting  up  scripts  &  configs;  (ii)  act 
as  primary  operations  contact 
for  UNIX  &  EMC  related  issues; 
(iii)  provide  basic  training  to 
other  on-site  staff;  (iv)  coordi¬ 
nate  backups  &  failovers;  (v) 
assist  in  disaster  recovery  plan¬ 
ning;  (vi)  assist  DBAs  in  hard¬ 
ware  capacity  planning;  &  (vii) 
producing  storage  reports. 
Bach,  degree  in  Comp.  Sci., 
Math,  Engnrg  or  Bus.  +  2  yrs 
exp.  in  position  offered  or  as  a 
Sys.  or  Applns  Engnr/Program- 
mer  or  Software  Engnr  reqd. 
Exp.  must  incl:  HP-UX/Solaris 
Admin.,  HP-Omniback  &  MC 
Service  Guard.  High  mobility 
preferred.  40  hrs/wk,  OT  as 
reqd,  Sam  -  5pm,  $66,730/yr. 
Submit  resume  to:  Mon  Valley 
Regional  CareerLink,  Donora 
Industrial  Park,  570  Galiffa 
Drive,  Donora,  PA  15033-1385. 
Refer  to  Job  Order  No.  WEB 
484986. 


InfoPro  Solutions,  Inc.,  is  cur¬ 
rently  seeking  Project  Managers 
possessing  MS/BS  or  equiva¬ 
lent  and/or  relevant  work  experi¬ 
ence.  Duties  include:  Work 
closely  with  client  project  man¬ 
ager  and  team  to  develop  and 
execute  software  implementa¬ 
tion  plan;  act  as  liaison  between 
client  and  company;  Coordinate 
InfoPro's  training,  business  and 
technical  analyst  resources 
activities  for  the  implementation 
project;  Ensure  delivery  dates 
and  commitments  are  met; 
Assist  client  in  identification  and 
management  of  business  pro¬ 
cess  transition  area;  Manage 
the  transition  of  the  project  from 
implementation  into  post-pro¬ 
duction  support  phase.  Back¬ 
ground  in  Supply  Chain.  MRP 
and/or  Inventory  control  Sys¬ 
tems  and  exp.  in  the  Pharma¬ 
ceutical  Industry  is  desires.  Mail 
resume,  references  and  salary 
requirements  to:  InfoPro  Solu¬ 
tions,  Inc.,  238  Littleton  Road, 
#207,  Westford,  MA  01886. 


Health  Database  System  Ana¬ 
lyst  to  conduct  biological  soft¬ 
ware  engineer  and  biological  da¬ 
ta  analysis  for  Vanderbilt  Ingram 
Cancer  Center  biostatistics  divi¬ 
sion.  Core-Duties  include  desig¬ 
ning  and  developing  web-based 
biostatistics  system  for  medical 
(clinical)  data  and  biological  data 
such  as  microarray  and  pro- 
teomics;  creating  and  imple¬ 
menting  various  data  analysis 
methods  using  Perl  and  C#. 
Requirements:  Master's  degree 
in  Computer  science  or  related 
field  or  Bachelor’s  Degree  and  3 
years  of  experience.  Strong 
background  in  Biological  or 
Chemical  science  required  in 
order  to  analyze  the  microarray 
data  or  proteomics  data.  Must 
know  object-oriented  program¬ 
ming,  designing  and  developing 
web-based  biostatistics  system 
on  Linux,  Apache  and  MySQL  or 
Oracle  Database;  Familiar  with 
Microsoft  Visual  Studio,  Dream¬ 
weaver  MX.  Photoshop  and 
PowerBuilder;  Experience  in 
analysis  is  preferred.  Please 
send  resumes  to  Yu  Shyr,  571 
Preston  Bldg,  Vanderbilt  Univer¬ 
sity,  Nashville,  TN,  37232-6848. 


Network  Administrator:  In¬ 
stall,  configure  and  secure 
wired  &  wireless  networks; 
spyware/virus  removal; 
data  recovery.  Reqs  know¬ 
ledge  &  application  of 
TCP/IP/Network  Topology 
and  VPN  Remote  access; 
Network  service  and  pro¬ 
tocols  (DNS,  DHCP),  Sur¬ 
veillance  System  &  Re¬ 
mote  Access  setup.  Reqs 
travel.  Bachelors  +  exp. 
Fax  resume  to  Valji  @ 
(954)  973-3775. 


Software  Engineer  (Atlanta, 

GA)  -  Responsible  for  Java 
based  design,  development  and 
maintenance  of  rule-based  front 
and  back-end  enterprise  JSP 
and  EJB  web  application  com¬ 
ponents  on  J2EE  server.  Will  ut¬ 
ilize  SQL,  JDBC,  relational  data¬ 
bases  to  develop  and  maintain 
mission  critical  java  based  web 
applications.  Prepare  "use  case” 
documents,  business  require¬ 
ments  and  flowcharts.  Must 
have  a  Bachelors  degree  or 
equivalent  in  Computer  Science, 
Engineering,  or  related  field  and 
4  years  of  experience  in  the  job 
offered  or  4  years  experience  in 
a  java  development  position. 
Experience  mentioned  may 
have  been  obtained  concurrent¬ 
ly  and  must  include:  (i)  2  years 
experience  with  J2EE  web  appli¬ 
cation  server,  (ii)  2  years  of 
experience  each  with  SQL  and 
Oracle  MS  SQL  (iii)  2  years  of 
experience  developing  rule 
based  applications,  (iv)  1  year  of 
experience  each  with  JSP  and 
EJB,  (v)  2  years  object-oriented 
design;  and  (vi)  1  year  of  experi¬ 
ence  with  object-oriented  design 
patterns.  Must  have  legal  auth¬ 
ority  to  work  in  U.S.  Send  res¬ 
ume  to  A.  Reed,  Gate  Gourmet, 
Inc.,  The  Waterstone  Bldg.,  Ste. 
480,  4751  Best  Road,  Atlanta, 
GA  30337. 


Programmer-Analyst  needed 
for  Software  Development, 
Services  &  BPO  firm  located  in 
Burlington,  VT.  Job  duties 
include:  Analyze,  design,  devel¬ 
op,  test,  and  implement  web- 
based  applications  for  clients 
located  throughout  the  U.S.  Use 
ASP.NET,  C#,  .NET  Web  Ser¬ 
vices,  WMI,  ASP,  and  BizTalk 
Server.  Applicant  must  have 
B.S.  degree  in  Computer  Sci¬ 
ence,  Business,  Math  or  Engin¬ 
eering.  Applicant  must  also 
have  2  yrs.  exp.  in  the  job  duties 
described  above  or  in  any  com¬ 
puter  related  occupation  which 
must  include  the  skills  listed 
above.  40hrs/wk,  8am-5pm,  M- 
F,  $60,000/yr.  Send  resumes  to: 
Job  No.  30302,  P.O.  Box  488, 
Montpelier,  VT  05601-0488. 


Project  Planning  (systems  ana¬ 
lyst)  needed  for  Software  De¬ 
velopment,  Services  &  BPO  firm 
located  in  Burlington,  VT.  Job 
duties  include:  Engage  in  project 
planning  for  computer  applica¬ 
tions  and  software  development 
projects  for  clients  located 
throughout  the  U.S.  Analyze 
projects  to  determine  appropri¬ 
ate  activities  to  insure  satisfacto¬ 
ry  completion.  Analyze  cost  and 
resource  data  and  coordinate 
both.  Establish  key  project  mile¬ 
stones  and  monitor  progress. 
Work  with  technical  project  man¬ 
agers.  Use  Primavera  Enter¬ 
prise  and  Report  Writer  to  ac¬ 
complish  tasks.  Applicant  must 
have  B.S.  degree  in  Computer 
Science,  Business,  Math  or  En¬ 
gineering.  Applicant  must  also 
have  2  yrs.  exp.  in  the  job  duties 
described  above  or  in  any  com¬ 
puter  related  occupation  which 
must  include  the  skills  listed 
above.  40hrs/wk,  8am-5pm,  M- 
F,  $64,000/yr.  Send  resumes  to: 
Job  No.  30295,  P.O.  Box  488, 
Montpelier,  VT  05601-0488. 


Systems  Analyst/ 
Programmer  want¬ 
ed  by  Fin.  services 
firm  in  Manhattan. 
Tu-Sa,  4pm-12am. 
Bachelor's  degree, 
comp,  skills.  Fax 
resume  to:  212- 
509-0394,  Attn: 
Mason. 


Senior  Network  Architecture 
Engineer  (Itasca.  IL):  Utilize 
skills  in  multi-protocol  and  multi¬ 
platform  networks  to  develop 
networking  strategies,  network 
design,  and  sound  network 
management  approaches.  Use 
structured  methodology  and 
engage  in  the  analysis,  design 
and  implementation  of  complex 
systems.  Participate  in  the 
development  of  requirements, 
project  management,  and  de¬ 
sign  and  implementation  of  com¬ 
plex  systems.  Must  have  a 
Bachelor's  Degree  or  equivalent 
in  Computer  Science,  CIS  or 
related  field  (Will  accept  three 
years  of  experience  in  lieu  of 
every  1  year  of  education.)  and 
must  have  5  years  experience  in 
the  job  offered  or  in  a  position 
implementing  infrastructure  sol¬ 
utions.  Experience  may  have 
been  obtained  concurrently  and 
must  include:  (i)  3  years  design 
in  architecture  of  Infrastructure, 
including  switches,  routers  and 
gateways,  LAN  and  WAN  using 
Cisco  equipment  and  services 
(ii)  3  years  each  in  design  with 
multi-protocol  data  communica¬ 
tion  suites  TCP/IP,  Novell  IPX 
and  OSI  protocol  stacks  (iii)  3 
years  design  and  implementa¬ 
tion  in  distance  vector  and  link 
state  routing  protocols  (iv)  3 
years  experience  in  drafting  of 
technology  documentation  (v)  1 
year  of  supervisory  experience 
(vi)  2  years  experience  in  prod¬ 
uct  management  and  project 
management  methodologies 
and  (vii)  Must  be  willing  to  travel 
nationwide  as  needed  on  a 
100%  basis.  Must  have  legal 
authority  to  work  in  U.S.  Resu¬ 
me  to  Anthony  Murphy  (SNAE), 
Spherion  Corporation,  One 
Pierce  Place,  Ste  550W,  Itasca, 
IL  60143. 


Senior  Quality  Assurance/Tester 
needed  in  Tampa,  FL;  40  hrs. 
per  wk.,  9  a.m.  -  6  p.m.;  $75,000 
per  yr.;  requires  Master  of 
Science  degree  in  Comp.  Sci., 
Math,  Eng'g.,  or  related  &  3 
years  exp.  in  job  offered  or  in 
Related  Occup./Systems  Ana¬ 
lyst;  Bachelor’s  degree  in  the 
foregoing  &  5  yrs.  of  progressive 
exp.  will  substitute  for  Master's 
degree  &  3  yrs.  exp.  duties; 
apply  analytical  skills  &  knowl¬ 
edge  of  software  design  &  de¬ 
velopment  technologies,  includ¬ 
ing  Visual  Basic,  Oracle,  Java 
C/C++,  UNIX,  HTML,  JavaScript 
&  Structured  Query  Language  to 
test  computer  programs  &  sys¬ 
tems  for  desktop,  web-based  & 
client/server  applications  to  id¬ 
entify  errors  &  to  ensure  confor¬ 
mance  to  standards;  write  & 
revise  system  design  proce¬ 
dures,  test  procedures  &  quality 
standards,  as  needed;  diagnose 
system  problems;  recommend 
solutions  &  determine  whether 
program  requirements  have 
been  met.  Send  resume  to 
Workforce  Program  Support, 
P.O.  Box  10869,  Tallahassee,  FL 
32302-0869  JOB  ORDER  #FL- 
2594394. 


SOFTWARE  CONSULTANT 

Analyze  &  eval.  existing  or  pro¬ 
posed  software  sys.  Dvlps,  im¬ 
plements  &  improves  programs, 
sys.  &  related  procedures  to  pro¬ 
cess  data  using  in-depth  knowl¬ 
edge  of  software  dvlpmnt  life 
cycle  Enclodes,  tests,  debugs  & 
installs  operating  progs  &  other 
sys.  software  utilizing  knowl¬ 
edge  of  RDMBS  environments  & 
prog  languages.  Bach,  degree 
in  Comp.  Sci.,  Math,  Engnrg  or 
Bus  +  2  yrs  exp  in  position  of¬ 
fered  or  as  a  Software  Engnr, 
Prog.  Analyst,  Sys.  Analyst  or 
Tech.  Consultant  reqd  Exp. 
must  incl:  (a)  JAVA,  XML  &  C++; 
(b)  Oracle  &  DB2;  &  (c)  MQ 
Series,  Websphere  Business  In¬ 
tegration  &  Tomcat.  High  mobili¬ 
ty  preferred.  40  hrs/wk,  OT  as 
reqd,  8am  -  5pm,  $66,730/yr 
Submit  resume  to:  Mon  Valley 
Regional  CareerLink  Donora 
Industrial  Park,  570  Galiffa 
Drive,  Donora,  PA  15033-1385. 
Refer  to  Job  Order  No  WEB 
485293. 
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SYSTEMS  ANALYST  -  Analyzes 
user  requirements,  procedures 
and  problems  to  automate  pro¬ 
cessing  or  to  improve  existing 
computer  systems.  BS  in  CS  or 
Engg  or  math-related  and  2  yrs. 
exp.  in  job  offered.  Must  be  able 
to  travel.  Incl.  in  the  2  yrs.,  must 
have  2  yrs.  exp.  with  various 
computer  skill  sets  such  as:  Dot 
Net  Framework,  Framework 
Class  Library  (FCL),  C#, 
VB.NET,  ASP.NET,  ADO.NET,  C, 
C++,  Visual  Basic  6.0,  AD02.6, 
Oracle  8/7.X,  SQL  Server  7/ 
2000,  DB2,  ASP  3.0,  JAVA,  JSP, 
Java  Script,  VB  Script,  HTML, 
Windows  9x/NT/2000/XP,  Visual 
Interdev,  IIS  5.0.40  Hrs./wk.  9  to 
5,  Mon-Fri;  No  overtime. 
$57,450/yr.  Apply  resume  to  Attn 
HR,  Capricorn  Systems,  Inc. 
3569  Habersham-at-Northlake, 
Building  K,  Tucker,  GA  30084. 

Seeking  qualified  applicants  for 
the  following  positions  in  Collier¬ 
ville.  TN:  Senior  Proarammer 
Analvst.  Formulate/define  func- 
tional  requirements  and  docu¬ 
mentation  based  on  accepted 
user  criteria.  Requirements:  Ba¬ 
chelor's  degree  or  equivalent*  in 
computer  science,  MIS,  engi¬ 
neering  or  related  field  plus  5 
years  of  experience  in  sys¬ 
tems/applications  development. 
Experience  with  designing/cod¬ 
ing  GIS  applications  using  Map- 
Quest  Geolocate  and/or  ESRI 
server  GIS  products  also  re¬ 
quired.  “Master's  degree  in  ap¬ 
propriate  field  will  offset  2  years 
of  general  experience.  Submit 
resumes  to  Tim  Ames,  FedEx 
Corporate  Services,  80  FedEx 
Parkway,  2nd  Floor  Horizontal, 
Collierville,  TN  38017.  EOE 
M/F/D/V. 

TTE  Technology,  Inc.  is  seeking 
a  Member  Technical  Staff/Lead 
Test  Engineer  responsible  for 
thorough  analysis  of  product 
requirements  and  generating 
system  level  test  plan  and  pro¬ 
cedures;  creating  project  test 
schedules  and  requirements/ 
specification  analysis  leading  to 
the  creation  of  test  matrix;  and 
configuration  and  management 
of  qualified  headends  and  gen¬ 
eration  of  test  streams.  Must 
have  a  Master's  degree  in  Com¬ 
puter  Engineering  or  a  similar 
field  and  3  years  of  experience 
as  a  Test  Engineer.  Salary  com¬ 
mensurate  with  experience. 
Send  cover  letter  and  resume  to 
Chad  Secrist,  Director,  Human 
Resources,  TTE  Technology, 
Inc.,  101  W.  103rd  Street, 
Indianapolis  IN  46290. 

Programmer/Analyst  needed  for 
Software  Development,  Servic¬ 
es  &  BPO  firm  located  in 
Burlington,  VT.  Job  duties 
include:  Analyze,  design,  devel¬ 
op,  and  implement  J2EE  com¬ 
puter  applications  for  various 
clients  located  throughout  the 
U.S.  Use  J2EE  tools  including 
struts  framework  and  top  link. 
Also  use  WebLogic,  EJB,  UML, 
and  HTML  to  accomplish  tasks. 
Applicant  must  have  B.S. 
degree  in  Computer  Science, 
Business,  Math  or  Engineering. 
Applicant  must  also  have  2  yrs. 
exp.  in  the  job  duties  described 
above  or  in  any  computer  relat¬ 
ed  occupation  which  must 
include  the  skills  listed  above. 
40hrs/wk,  8am-5pm,  M-F, 
$65,000/yr.  Send  resumes  to: 
Job  No.  30293,  P.O.  Box  488, 
Montpelier,  VT  05601-0488. 

Mphasis  Corporation  has  mul¬ 
tiple  openings  for  the  following 
positions  at  its  offices  in  New 
York,  NY,  Memphis,  TN, 
Houston,  TX,  San  Mateo,  CA 
and  unanticipated  client  sites 
throughout  the  U.S.:  System 
Analyst,  Software  Engineer, 
Project  Manager,  Manage¬ 
ment  Analyst,  Sales  Engineer, 
Business  Development  Mana¬ 
ger,  Finance  Manager.  Please 
send  resume,  salary  history 
and  position  applied  for  to  460 
Park  Avenue  South,  Suite 
#1101,  New  York,  NY  10016, 
Attn:  H  R.  Manager. 

Consulting 

EMC  Corporation  (Documentum 
Division)  has  an  opening  for 
Consultant.  Responsibilities 
include  engaging  independently 
with  clients  regarding  require¬ 
ment  definition,  solution  feature 
mapping,  solution  design,  infra¬ 
structure  analysis,  and  accep¬ 
tance  testing;  and  leading  code 
design,  development,  unit  test¬ 
ing,  deployment  exercises, 
deliverable  development,  and 
administrative  training.  Home 
office  with  extensive  travel 
throughout  US.  Please  e-mail 
resume  to:  Kristy  Zimmerman 
(kristy.zimmerman@documen- 
tum.com).  Please  reference: 
RO/SQ 

Seeking  qualified  applicants  for 
the  following  positions  in  Mem- 
Dhis/Collierville.  TN:  Senior  Pro- 
arammer  Analvst.  Formulate/ 
define  functional  requirements 
and  documentation  based  on 
accepted  user  criteria.  Require¬ 
ments:  Bachelor’s  degree*  or 
equivalent  in  computer  science, 
MIS,  engineering  or  related  field 
plus  5  years  of  experience  in 
systems/applications  develop¬ 
ment.  Experience  with  COBOL, 
IMS  and  DB2  also  required. 
"Master's  degree  in  appropriate 
field  will  offset  2  years  of  gener¬ 
al  experience.  Submit  resumes 
to  Jay  Boane,  FedEx  Corporate 
Services,  40  FedEx  Parkway, 
2nd  Floor  Horizontal,  Collierville, 
TN  38017.  EOE  M/F/D/V. 

Software  Engg.  needed. 
Pathfire,  Inc.,  a  Roswell,  GA 
based  co.  seeking  qual.  can¬ 
didates  possessing  MS/BS 
or  equiv.  and/or  rel.  work 
exp.  Part  of  the  req.  rel.  exp. 
must  include  2  yrs.  designing 
&  developing  Multicast  Tran¬ 
smission  Engines.  Duties 
include:  Design,  code,  test, 
and  debug  software.  Inte¬ 
grate,  design,  &  dev.  Multi¬ 
cast  Transmission  Engines. 
Work  closely  w /  project  lead¬ 
ers.  Fwd.  res.  &  ref.  to 
hr@pathfire.com. 

Programmer/Analyst 
w/BS  degree  &  2  yrs. 

exp.  wanted  in  Sal¬ 
em,  Oregon.  Send  re¬ 
sume  to:  HR  Dept., 

Scicom  Americas, 

Inc.,  1500  S.  Dairy 

Ashford,  #241,  Hous¬ 
ton,  TX  77077. 

Intrado,  Inc.  seeks  applicants  for 
the  positon  of  GIS  Developer/ 
Analyst  in  Longmont,  CO  to  en¬ 
hance,  design  and  develop  web 
enabled  computer  mapping  ap¬ 
plications  that  utilize  spatial  data 
contained  in  an  Oracle  data¬ 
base.  This  postilion  requires  a 
bachelor's  degree  in  Geographic 
Information  Systems  (GIS)  or 
closely  related  field,  including 
geography  with  a  GIS  major  and 
2  yrs  exp  in  analysis,  manage¬ 
ment,  enhancement  and  utiliza¬ 
tion  of  spatial  data  in  an  Oracle 
database  utilizing  ESRI  Soft¬ 
ware/Tools  -  Arclnfo,  ArcEdit, 
ArcMap.  ArcView,  ArcCatalog 
and  ArcSDE.  Respond  by 
resume  to  Tina  Gibbons,  3030 
Warrenville  Rd.,  Lisle,  IL  60532. 

Search  for  jobs  and 
post  your  resume  on 
www.itcareers.com 
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Findi  the  r  g h  combination  of 
IT  professionals  is  like  putting 
togel  er  a  puzzle. 


We  can  help  you 
fill  in  the 
missing  pieces 


IT  Careers  audience 
consists  of  the 
most  qualified 
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with  the  in-demand 
skills  you  need. 


www.itcareers.com 
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SENIOR  SOFTWARE  ENGIN¬ 
EER  to  design,  develop,  imple¬ 
ment,  test,  maintain  and  support 
ERP  applications  using  People- 
Soft,  PeopleSoft  Financials  (GL, 
AP,  AR,  Bl,  Expenses  and  AM), 
PeopleSoft  SCM  (OM,  Inventory 
and  Projects)  and  PeopleTools 
(Application  Designer,  Applica¬ 
tion  Engine,  PeopleCode,  inte¬ 
gration  Broker,  Business  Inter¬ 
links  and  Component  Interface); 
Write  technical  specifications, 
code,  test  and  customize  in¬ 
bound  /  Outbound  Interfaces 
and  develop  complex  reporting 
solutions  using  SQR,  Crystal 
Reports  and  nVision.  Require; 
B.S.  degree  in  Computer  Sci¬ 
ence,  an  Engineering  discipline, 
or  a  closely  related  field  with  5 
yrs  of  progressively  responsible 
exp  in  the  job  offered  or  as  a 
Programmer/Analyst.  Extensive 
travel  on  assignments  to  various 
client  sites  within  the  U.S.  is 
required.  Competitive  salary  of¬ 
fered.  Send  resume  to:  Shilpa 
Chaudhry,  Elite  Solutions,  lnc„ 
1670  Reserve  Way,  Ste  203, 
Decatur,  GA  30033;  Attn:  Job 
RK. 


Global  Escalation  Engineer  -  Ft. 
Lauderdale,  FL.  Req.  Bach.'s 
degree  in  computer  science.  In 
addition  to  degree,  must  have  1 
yr.  of  exp.  in  the  job  offered  or  1 
yr.  software  technical  support 
experience.  Stated  exp.  must 
include  programming  Windows 
operating  systems  and  manag¬ 
ing  customer  relationships.  Must 
pass  company's  technical  re¬ 
view.  Manage  customer  relation¬ 
ships  by  developing  solutions 
and  configurations  utilized  in  the 
resolution  of  complex  escalated 
software  issues  identified  in 
company's  software  products. 
Communicate  with  customers  to 
determine  technical  software 
problems.  Design,  code,  test, 
debug  and  localize  Windows 
and  web-based  software  appli¬ 
cations  to  address  customer 
software  problems.  Forward  re¬ 
sume  by  e-mail  to  citrixrecruit 
ing@citrix.com  or  by  mail  to 
Citrix  Systems,  Inc.,  851  W. 
Cypress  Creek  Road,  Ft. 
Lauderdale,  FL  33309.  Must  ref¬ 
erence  job  code  5823  in  subject 
line  of  e-mail  or  in  written 
response.  EEO/AA  Employer 


Need  two  Senior  Software  En¬ 
gineers  to  analyze,  design,  de¬ 
velop,  test,  maintain,  implement 
and  support  web-based  applica¬ 
tions  in  a  client/server  environ¬ 
ment  using  Visual  Basic,  ASP, 
SQL  Server,  Oracle,  HTML, 
DHTML,  VBScript,  JavaScript, 
Crystal  Reports,  under  Windows 
platforms.  Require:  BS  Degree 
in  Computer  Science,  an  Engin¬ 
eering  discipline,  or  a  closely 
related  field  with  5  years  of  pro¬ 
gressively  responsible  experi¬ 
ence  in  the  Job  offered  or  in  the 
related  occupation  of  Program¬ 
mer/Analyst.  Extensive  travel  on 
assignments  to  various  client 
sites  within  the  US  is  required. 
Competitive  salary  offered.  Ap¬ 
ply  by  resume  to  Ravi  Kandimal- 
la,  President,  Everest  Comput¬ 
ers,  Inc.,  875  Old  Roswell  Road, 
Suite  E  400,  Roswell,  GA  30076. 
Attn:  JobRPMV. 


ATTENTION: 

Law  Firms 
IT  Consultants 
Staffing  Agencies 


Place  your 
Labor  Certification 
ads  here! 

Are  you  frequently  placing 
legall immigration  advertisements? 
Let  us  help  you  put  together  a 
cost  effective  program  that  will 
make  this  time-consuming 
task  a  little  easier 

Contact:  Danielle  Tetreault  at: 
800-762-  2977 
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Software  Development  Consult¬ 
ant  -  Ft.  Lauderdale,  FL.  Req. 
Bach.'s  degree  in  computer  sci¬ 
ence.  Must  have  6  yrs.  of  exp.  in 
the  job  offered  or  6  yrs.'  software 
development,  configuration  & 
deployment  exp.  In  lieu  of  Bach¬ 
elor's  degree,  must  have  2  add’l 
yrs.  of  stated  exp.  Stated  exp 
must  include  2  yrs.  developing 
Enterprise  Remote  Access 
CERA")  Universal  Resource 
Locator  ("URL")  rewriting  tech¬ 
nology.  Exp.  must  also  include 
using  Windows,  C++,  COM, 
COM+,  CM  &  Regular  Expres¬ 
sions.  Must  pass  company's 
technical  review.  Provide  guid¬ 
ance  to  sr.  level  mgmt.  &  product 
mgmt  in  definition,  development 
&  implementation  of  ERA  URL 
rewriting  technology  for  compa¬ 
ny’s  suite  of  software  products. 
Develop,  configure  &  deploy 
software  applications  util.  C++, 
COM,  COM+,  CM  and  Regular 
Expressions  in  Windows  and 
web  environments.  Forward  res¬ 
ume  by  e-mail  to  citrixrecruit 
ing@citrix.com  or  by  mail  to 
Citrix  Systems,  Inc.,  851  W. 
Cypress  Creek  Road,  Ft. 
Lauderdale,  FL  33309.  Must  ref¬ 
erence  job  code  5163  in  subject 
line  of  e-mail  or  in  written 
response.  EEO/AA  Employer. 


COMPUTER/IT 

Transportation  Analyst  -  (2 
openings  -  one  DeKalb,  IL  &  one 
Glendale,  CA).  Requires 
Bachelor’s  degree  in  computer 
science  or  mgmt.  info.  sys.  &  2 
yrs.'  exp.  in  job  offered  or  2  yrs.’ 
devel.  &  managing  databases  w/ 
DBMS  using  Access,  Oracle,  or 
SQL  Server.  Stated  exp.  must 
include  programming  in  ASP 
Proficient  or  ASP.NET  &  trou¬ 
bleshooting  PC  hardware.  Must 
also  have  6  mos.  IT  exp.  w /  a 
consumer  goods  mfg.  co.  in 
area  of  transportation.  Resp 
designing,  devel.,  implemen.,  & 
managing  data  gathering/report¬ 
ing  tools  &  databases  w /  DBMS 
using  Access,  Oracle,  &/or  SQL 
Server  to  support  the  mgmt.  of 
Logistics  depart,  transportation 
operations.  Programming  in 
ASP  Proficient  &/or  ASP.NET 
Troubleshooting  PC  hardware. 
IT  work  in  a  consumer  goods 
mfg.  environment  in  area  of 
transportation.  Send  resume  to: 
M.  Simo,  7th  floor,  Nestld  USA, 
Inc.,  800  North  Brand  Blvd., 
Glendale,  CA  91203.  PLEASE 
SPECIFY  JOB  CODE  OF  "IL" 
OR  "CA"  IN  RESPONSE.  NO 
PHONE  CALLS  OR  THIRD- 
PARTY  AGENTS  PLEASE. 


Internet  company  seeks 
Ph.D.  Research  Engin¬ 
eers  responsible  for 
innovative  research. 
Interested  applicants 
should  send  resumes 
to:  K.  Wolfe;  1600 
Ampitheatre  Parkway; 
Mt.  View,  CA  94043. 
Visit  www.google.com 
for  additional  informa¬ 
tion. 


Technical  Linguist  -  Ft  Lauder¬ 
dale.  FL.  Req  Bach  s  (or  high¬ 
er)  degree  or  equiv.  foreign  edu¬ 
cation  in  a  foreign  language  or 
translation  In  addition  to  de¬ 
gree.  must  have  1  yr.  of  exp  in 
the  job  offered  or  1  yr.  technical 
translation  exp.  of  software  doc¬ 
umentation  from  English  to 
French.  Translate  from  English 
to  French  and  proofread  compa¬ 
ny  software  and  related  product 
documentation  Forward  resume 
by  e-mail  to  citrixrecruiting@ 
citrix.com  or  by  mail  to  Citrix 
Systems,  Inc.,  851  W  Cypress 
Creek  Road.  Ft.  Lauderdale,  FL 
33309  Must  reference  job  code 
5321a  in  subject  line  of  e-mail  or 
in  written  response  EEO/AA 
Employer. 
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PeopleSoft 

sider  a  migration,  said  Pond. 
He  is  also  president  of  the 
Quest  International  Users 
Group,  which  is  made  up  of 
companies  running  applica¬ 
tions  from  the  former  J.D.  Ed¬ 
wards,  now  part  of  PeopleSoft. 

If  the  team  decided  to 
switch,  the  process  would  be 
complex,  requiring  any  new 
ERP  system  to  be  integrated 
with  the  steel  company’s  other 
applications  in  addition  to 
data  conversion  and  personnel 
retraining,  Pond  said. 

There’s  the  rub  for  any  user 
thinking  of  changing  vendors. 
“There  is  a  huge  switching 
cost,  almost  insurmountable 


and  unjustifiable  unless  you’re 
on  your  knees  and/or  cannot 
complete  a  migration  to  your 
new  ERP  [system],”  opined 
David  Conn,  director  of  cor¬ 
porate  logistics  at  Werner  Co. 
The  Greenville,  Pa.-based  lad¬ 
der  maker  is  a  PeopleSoft  En- 
terpriseOne  shop. 

“I  think  the  ERP  vendor 
owns  you  unless  you  don’t 
care  whether  you  stay  on  the 
upgrade  path  and  are  self- 
supporting,”  Conn  said.  “I 
can’t  imagine  there  are  many 
Fortune  1,000  companies  who 
fit  that  profile.” 

Left  in  Limbo? 

Absent  any  specific  plans  from 
Oracle,  PeopleSoft  users  are  in 
limbo,  said  Robert  Robinson, 
business  systems  supervisor  at 


HYou  just 
can’t  rip  out 
something  that 
supports  hundreds 
of  mission-critical 
processes. 

ROBERT  JENSEN, 

CITY  OF  LOS  ANGELES 

Durr  Industries  Inc.,  an  auto¬ 
motive  supplier  in  Plymouth, 
Mich.  Until  Oracle  makes  its 
plans  public,  Durr  can’t  deter¬ 
mine  whether  a  switch  will  be 
needed.  Robinson  noted  that 
SAP  and  Microsoft  are  already 
“wolves  at  the  door.” 

The  city  of  Los  Angeles,  an 
Enterprise  shop,  will  wait  for 
the  next  several  years  to  find 


out  what  sort  of  hybrid  Peo- 
pleSoft/Oracle  suite  will  be 
developed.  “Depending  on 
that  outcome,  we  may  upgrade 
or  may  evaluate  other  prod¬ 
ucts,  or  we  may  just  decide  to 
ride  it  out  until  2013,”  when 
Oracle  says  it  will  stop  sup¬ 
porting  the  product,  said 
Robert  Jensen,  assistant  gener¬ 
al  manager  of  the  city’s  De¬ 
partment  of  General  Services. 
“You  just  can’t  rip  out  some¬ 
thing  that  supports  hundreds 
of  mission-critical  processes.” 

“I  think  that  the  disincen¬ 
tives  for  migration  will  keep 
a  lot  of  PeopleSoft  customers 
in  the  Oracle  customer  base 
for  some  time,  even  if  the  cus¬ 
tomer  is  looking  for  a  way 
out,”  said  analyst  Joshua 
Greenbaum  at  Enterprise 


Applications  Consulting  in 
Berkeley,  Calif. 

On  the  support  front,  how¬ 
ever,  one  company  has  already 
turned  from  PeopleSoft  to  a 
third  party  to  maintain  its  Peo¬ 
pleSoft  applications.  Decora¬ 
tive  Concepts  Inc.,  a  Milford, 
Ohio-based  maker  of  floral 
and  outdoor  decorations, 
agreed  to  switch  last  month  in 
large  part  because  of  the  Ora¬ 
cle  merger,  Bill  Means,  vice 
president  of  IT,  said  in  an 
e-mail.  “I  suspect  a  lot  of  peo¬ 
ple  will  be  defected  by  this 
time  next  year,”  he  said. 

On  Feb.  2,  help  desk  and 
maintenance  support  respon¬ 
sibilities  will  be  turned  over 
to  Klee  Associates  Inc.  in 
Cedaredge,  Colo.,  Means  said. 
O  51947 
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DHL 


The  program  aims  to  re¬ 
ward  and  recognize  U.S.  IT 
workers  on  a  continual  basis 
with  perks  ranging  from  ver¬ 
bal  praise  by  a  manager  at  a 
staff  meeting  to  gift  certifi¬ 
cates  or  e-mail  notes  from  a 
senior  IT  executive.  The  goal, 
said  DHL  CIO  Steve  Bandrow- 
czak,  is  to  create  a  world-class 
working  environment  that 
helps  the  company  attract  and 
retain  top-notch  employees. 

“I  haven’t  seen  any  exam¬ 
ples  of  this  recently,”  said  Rob 
Austin,  a  professor  at  Harvard 
Business  School. 

DHL’s  employee-driven 
recognition  and  rewards  pro¬ 
gram  “is  a  really  good  idea,” 
said  John  Parkinson,  senior 
vice  president  and  chief  tech¬ 
nologist  for  the  Americas  re¬ 
gion  at  Capgemini  U.S.  in  ■ 
Chicago.  “A  top-down  ap¬ 
proach  tends  to  create  pro¬ 
grams  that  managers  would 
like,  not  what  employees 
would  like.” 

The  effort  under  way  at 
DHL  is  “really  about  changing 
the  culture”  of  the  IT  organi¬ 
zation,  said  Bandrowczak, 


whose  U.S.  data  center  is  in 
Scottsdale,  Ariz. 

Bandrowczak  and  other 
DHL  executives  began  explor¬ 
ing  the  concept  of  a  reward/ 
recognition  program  in  Sep¬ 
tember,  after  the  company 
conducted  a  survey  of  its  U.S. 
IT  staffers.  The  workers  in¬ 
dicated  that  they  wanted  se¬ 
nior  management  to  acknowl¬ 
edge  their  accomplishments 
in  more  meaningful  ways, 
said  Tony  Treglia,  human 


IT  Worker 

Retention 

Program 

COMPANY:  DHL 

LOCATION:  Scottsdale,  Ariz. 

WHAT  IS  IT  DOING?  Launch¬ 
ing  a  rewards/recognition  pro¬ 
gram  for  1,200  U.S.  IT  workers 

WHAT  IS  UNIQUE?  20  teams 
of  IT  workers  are  canvassing 
their  peers  to  determine  the 
types  of  rewards  and  recogni¬ 
tion  that  matter  most  to  them 

WHAT  IS  THE  GOAL?  To 

create  a  world-class  working 
environment  for  retaining  and 
recruiting  IT  staffers 


resources  director  at  DHL. 

As  part  of  the  program, 

DHL  has  20  teams  of  IT  work¬ 
ers  gathering  input  from  their 
peers  on  topics  ranging  from 
interpersonal  communication 
to  idea  and  process  diversity, 
Treglia  said. 

DHL,  which  is  launching  a 
parallel  program  with  its  500- 
person  national  billing  center 
in  Houston,  plans  to  gather  the 
input  from  its  IT  workers  and 
come  up  with  specific  reward 
and  recognition  programs  that 
will  be  rolled  out  by  the  end  of 
next  month,  said  Treglia. 

“What  makes  this  different 
than  a  lot  of  programs  with 
cash  bonuses  is  that  DHL  is 
using  recognition  as  a  power¬ 
ful  tool  on  a  continual  basis,” 
said  Chester  Elton,  a  consul¬ 
tant  at  O.C.  Tanner  Co.,  a  Salt 
Lake  City-based  employee- 
recognition  consultancy  that’s 
working  with  DHL.  “This  isn’t 
a  one-time  thing  like,  ‘Hey, 
let’s  blitz  everyone  with 
T-shirts  and  ball  caps.’  ” 

Bandrowczak,  previously 
CIO  at  Phoenix-based  Avnet 
Inc.,  said  the  recognition  pro¬ 
gram  wasn’t  established  in 
reaction  to  poor  morale  or 
other  staff  problems.  “We 
want  to  be  one  of  the  most 


exciting  places  to 
work  in  the  [Phoe¬ 
nix  area],  and  we 
haven’t  gotten 
there  yet,”  he  said. 

The  turnover  rate 
within  the  1,200- 
person  U.S.  IT  di¬ 
vision  is  now  at 
about  9%.  Treglia 
said  DHL  hopes  to 
eventually  bring 
turnover  down  to 
around  5%. 

Maria  Schafer, 
an  IT  labor  ana¬ 
lyst  at  Meta  Group 
Inc.  in  Stamford, 

Conn.,  said  DHL’s 
employee-recogni¬ 
tion  efforts  make 
sense  as  part  of  an  effort  to 
improve  employee  retention. 
“The  reason  you  focus  on  a 
better  retention  plan  is  to 
avoid  the  higher  cost  of 
turnover  and  create  a  more 
productive  environment, 
which  will  produce  a  stronger 
culture  long  term,”  she  said. 

Schafer  said  she  believes 
that  more  companies  should 
follow  DHL’s  lead  in  taking  on 
the  issue  proactively.  She  not¬ 
ed  that  as  a  growing  number 
of  baby  boomers  reach  retire¬ 
ment  age,  fewer  new  IT  work¬ 


ers  will  enter  the 
workforce.  The  re¬ 
sult:  a  tightening 
of  the  U.S.  IT  labor 
market  over  the 
next  10  years. 

Bandrowczak 
and  other  DHL 
executives  said 
they  don’t  have  a 
return-on-invest- 
ment  target  for 
the  carrot-a-day 
program,  nor 
could  they  quan¬ 
tify  the  investment 
they  have  made  in 
the  effort.  Still, 
they  do  believe 
that  a  happier  IT 
workforce  will 
ultimately  benefit  the  com¬ 
pany  and  its  bottom  line. 

“If  we  have  a  very  happy 
workforce  and  one  that  feels 
empowered  and  engaged,  they 
are  likely  to  bring  more  value 
to  DHL  and  to  our  customers,” 
said  Gary  Griffin,  head  of 
DHL’s  Scottsdale  data  center. 
O  51946 


WHY  CARROTS? 

Q&A:  DHL  CIO  Steve  Bandrowczak 
explains  the  staff  recognition  program: 

QuickLink  51942 
www.computerworld.com 


H  We  want 
to  be  one 
of  the  most  ex¬ 
citing  places 
to  work  ...and 
we  haven’t  gotten 
there  yet. 

Steve  Bandrowczak, 
CIO,  DHL 
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Mini  Options 


WILL  IT  MATTER?  Will  the  world  really  change 

now  that  Apple  is  rolling  out  a  sub-$500  Mac 
named  after  a  cute  little  car?  Will  the  Mac  Mini 
have  any  impact  on  corporate  IT  at  all?  The  an¬ 
swers  are  pretty  clear:  Yes,  no  and  sure,  but  not 
the  way  Mac  lovers  might  expect. 

Let’s  get  the  obvious  analysis  out  of  the  way  upfront:  A  $500  price 
tag  won’t  make  corporate  IT  shops  crave  Macs.  Heck,  if  Apple  gave 
them  away  with  a  $500  bill  taped  to  each  machine,  we  still  wouldn’t 
use  them.  The  transition  costs  would  be  too  high. 

But  will  the  Mac  Mini  have  an  impact  on  us?  Probably.  And  it’ll 
likely  almost  all  be  good  news. 


We’re  used  to  writing  off  Apple  as  irrelevant 
because  Macs  don’t  run  Windows  software. 
(Strictly  speaking,  they  can,  but  it’s  usually  not 
worth  the  trouble  to  make  that  happen.)  There 
might  be  some  Macs  in  marketing  or  some  other 
odd  corner  of  our  corporate  world.  But  Macs  — 
with  a  measly  3%  market  share  in  desktop  com¬ 
puters,  by  units  shipped  —  aren’t  mainstream. 
They’re  not  for  us.  That’s  corporate  IT  gospel. 

But  notice:  Even  at  just  3%,  there  are  still  only 
seven  companies  in  the  world  that  sell  more 
computers  than  Apple  does.  And  most  of  those 
seven  companies  are  sweating,  because  there’s 
not  much  they  can  do  to  innovate  or  differenti¬ 
ate  in  the  lock-step,  beige-box  game. 

Meanwhile,  irrelevant  Apple  gets  to  do  pretty 
much  whatever  it  wants.  Because  corporate  IT 
shuns  Macs,  Apple  doesn’t  sell  to  us.  It  sells  to 
the  Mac  faithful,  who  will  buy  almost  anything 
with  an  Apple  logo.  And  to  small  businesses 
that  can’t  deal  with  Windows  kludginess.  And 
to  students  who  want  to  be  hip.  And  to  grannies 
who  just  want  something  simple  they  can  use 
to  e-mail,  surf  the  Web  and  look  at 
pictures  of  the  grandkids. 

So  if  Apple  wants  to  abandon 
floppy  disks  or  sell  computers  in 
funny  colors  or  shapes,  it  can.  In 
contrast,  PC  makers  have  been  try¬ 
ing  since  1999  to  get  away  from  the 
beige  tower  and  legacy  features.  So 
far,  they  haven’t  even  managed  to 
get  rid  of  parallel  printer  ports. 

PCs  don’t  change  because  corpo¬ 
rate  IT  won’t  let  them.  We  don’t  buy 
Macs,  so  that’s  where  the  interest¬ 
ing  things  happen  —  things  that 
sometimes  trickle  down  to  us. 


This  time,  the  interesting  things  will  proba¬ 
bly  be  price  and  form  factor. 

Price?  This  is  the  cheapest  Mac  ever.  It’s  no 
more  computer  than  customers  can  get  from 
anyone  else  for  $500,  but  the  “wow”  factor  and 
Apple’s  pricey  reputation  will  make  it  more  at¬ 
tractive  than  an  equivalent  PC.  That  will  force 
the  low  end  of  PC  pricing  down  even  further. 

That  will  drag  down  the  whole  PC  pricing 
schedule  —  and  IT  will  benefit. 

Form  factor?  Where  Macs  lead,  PCs  follow. 
Dictionary-size  PCs  haven’t  moved  much  in  the 
U.S.  in  the  past.  But  if  the  Mac  Mini  becomes  a 
fad  item,  PC  vendors  will  finally  offer  really 
small  PCs  that  are  hard  for  users  to  fiddle  with. 

That  sort  of  PC  is  easier  to  lock  down  than  a 
beige  tower.  It’s  easier  to  support  and  quicker 
to  swap  out.  It  won’t  be  for  all  our  users,  but  it’ll 
be  a  nice  option  to  have. 

What  if  the  Mini  takes  off?  The  Mac  might 
edge  into  being  a  viable  option  for  corporate  IT. 
Then  we’d  have  three  options  on  our  short  list: 
generic  Windows  PCs,  generic  Linux  PCs  and 
Macs.  Remember  the  “10  and  2” 
rule:  “Ten  is  too  many;  two  is  not 
enough.”  It  would  be  really  good  to 
have  three  flavors  to  use  in  playing 
vendors  off  one  another. 

Of  course,  if  the  Mac  Mini  doesn’t 
take  off,  we’ve  lost  nothing.  For 
corporate  IT,  there’s  no  downside 
to  the  Mini.  And  any  upside  will 
take  a  year  or  so  to  hit  us.  It’ll  be  a 
while  before  we  see  whether  Apple 
creates  as  big  a  buzz  with  the  Mini 
as  its  four-wheeled  namesake. 

In  the  meantime,  we  can  enjoy 
the  ride.  ©  51905 


Timing  Is  Everything 

This  site  has  hundreds  of  ancient  reels  of  backup  tape 
listed  in  its  inventory.  They’re  7  years  old.  and  we 

drives  that  these  backups  came  from  anyway,”  fish 
tells  managers-; 


Don’t  Miss  The  IT  Event  Of  The  Year! 


JOIN  THE  ITIL 
REVOLUTION! 


Attend  this  event  and  we’ll 
show  you  how  to  use  the 
best  practices  found  in  the 
Information  Technol  gy 
Infrastructure  Library  (ITIL)  - 
the  world's  most  credible  IT 
service  management 
framework  -  to  “revo  itioniz  ” 
your  IT  organization. 

it,  you  i  on’t  have  to  take 
our  word  for  it.  Already 
tens  of  thousands  of  IT 
professionals  from  world 
class  organizations  have 
experienced  powerful  results! 
Nov  it's  our  turn! 

If  you’re  new  to  ITIL  and  want 
to  learn  about  it,  contact  Pink 
Elephant  oday. 


9th  Annual  International 


Greatest  Minds  Of  The  20th  Century 
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ARE  YOU  READY 
TO  CHANGE 
YOUR  IT  WORLD? 

Now  in  its  9th  successful 
year,  this  conference  features 
9  trades  with  over  80  sessions, 
including  more  case  studies 
than  ever  before. 
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Pink  Elephant  is  a  world  leader 


in  ITIL  Education,  Consulting  and  Managed  Services 


www.pinkelephant.com 


1-888-273-PINki^ll' 
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Middleware  is  Everywhere 


IBM.  the  IBM  logo,  the  On  Demand  logo,  and  TotalStorage  are  registered  trademarks  or  trademarks  of  inter  national  Business  Machines  Cor  poration  in  the  United 
States  and/or  other  countries  2005  IBM  Corporation.  All  rights  reserved. 


Middleware 

MIDDLEWARE  IS  IBM  SOFTWARE.  The  IBM 

TotalStorage®  Open  Software  Family.  It  automatically 
helps  manage  and  optimize  highly  complex  storage 
environments.  By  centralizing  information.  By  fully  utilizing 
resources.  By  simplifying  data  compliance.  Help  slash 
long-term  storage  costs.  On  demand.  Comprehensive, 
reliable  storage  management  solutions  from  IBM. 

1.  Statistics  from  Asia  retrieved  quickly. 

2.  Paris  client’s  portfolio  accessed  securely. 

3.  Critical  information  archived  automatically. 

4.  Data  kept  within  compliance  guidelines. 

5.  Optimized  storage  supports  heavy  volume. 

Middleware  for  the  on  demand  world.  Learn  more  at  ibm.com/middleware/resource  DEMAND  BUSINESS' 

